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ABSTRACT

5HIULJHUDFLyQ 3HUUL \ $VRFLDGRV 65/ HV XQD SHTXHxD HPSUHVD GH
UHIULJHUDFLyQ LQGXVWULDO UDGLFDGD HQ HO SDUWLGR GH *HQHUDO 6DQ 0DUWtQ OD FXDO
GHVGHKDFHWLHPSRHVWiDWUDYHVDQGRXQDVHULHGHFRQIOLFWRVTXHHQWRUSHFHQHO
GHVDUUROOR\FUHFLPLHQWRGHVXQHJRFLR/DHOHFFLyQGHHVWHFDVRSUiFWLFRUDGLFy
HQSRGHUH[DPLQDU\HQFRQWUDUODVGHILFLHQFLDVTXHFRPSOLFDQHOWUDEDMRGLDULR
GHODFRPSDxtDSDUDILQDOPHQWHSODQWHDUSRVLEOHVVROXFLRQHVTXHDVXYH]VHDQ
IDFWLEOHVGHDSOLFDUDRUJDQL]DFLRQHVFRQFDUDFWHUtVWLFDVVLPLODUHV
3DUDHODQiOLVLV\WUDWDPLHQWRGHOWUDEDMRVHKLFLHURQYLVLWDVDODHPSUHVD
HQ ODV FXDOHV VH SXGR UHFROHFWDU LQIRUPDFLyQ D WUDYpV GH GRFXPHQWDFLyQ H
LQIRUPHVWHVWLPRQLRVGHORVHPSOHDGRV\VRFLRV\GHODREVHUYDFLyQPLVPDGHO
DPELHQWH ODERUDO )XH QHFHVDULR DGHPiV OD LQYHVWLJDFLyQ \ HO SODQWHR GH XQ
PDUFRWHyULFRDFRUGHDOFRQWH[WRRUJDQL]DFLRQDO
(QEDVHD ORVUHFXUVRVREWHQLGRV\FRQHODSR\RGHKHUUDPLHQWDVGH OD
JHVWLyQDGPLQLVWUDWLYDVHUHDOL]yXQH[DPHQ tQWHJURGH ODHPSUHVDHQHOFXDO
VHLGHQWLILFDURQGLILFXOWDGHVFRPRSUREOHPDVGHFRPXQLFDFLyQVXSHUSRVLFLyQGH
WDUHDV IDOWDGH LQQRYDFLyQHQ ORVVLVWHPDVGHJHVWLyQ IDOODVHQHOFRQWUROGHO
WUDEDMR RSHUDWLYR DXVHQFLD GH SROtWLFDV VREUH ORV UHFXUVRV KXPDQRV IDOWD GH
GHILQLFLyQ GH PHWDV REMHWLYRV HVWUDWHJLD FXOWXUD HPSUHVDULDO (Q ~OWLPD
LQVWDQFLD VH FRQFOX\y TXH GLFKRV LQFRQYHQLHQWHV VRQ FRPXQHV D HVH WLSR GH
FRPSDxtDV\TXHXQDPHMRUDLPSOLFDUtDXQFDPELRQRVyORHQHODFFLRQDUVLQR
WDPELpQXQDHYROXFLyQHQODPHQWDOLGDGGHOGLUHFWLYRTXLHQDVXYH]VHDFDSD]
GHWUDQVPLWLUODDOUHVWRGHORVWUDEDMDGRUHV 
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Objetivos͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϰϵ
Estrategia͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϱϬ
GESTIÓN EMPRESARIAL͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϱϰ
Funciones de la administración͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϱϰ
Management: eficacia y eficiencia͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϱϵ
CONTEXTO INSTITUCIONAL͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϲϬ
Macroambiente͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϲϬ
Ambiente de trabajo o microambiente͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϲϭ
Análisis F.O.D.A.͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϲϭ
CAMBIO ORGANIZACIONAL͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϲϯ
Cambio planeado͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϲϯ
Tipos de cambio͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϲϰ
Resistencia al cambio͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϲϱ
Reducción de la resistencia al cambio͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϲϴ
CAPITAL INTELECTUAL Y CAPITAL HUMANO͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϲϵ
Capital intelectual͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϲϵ
Capital humano͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϳϬ
CAPÍTULO III: GESTIÓN DE RECURSOS HUMANOS Y COMUNICACIÓN͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϳϭ
CARACTERÍSTICAS Y FUNCIONES DEL ÁREA DE RECURSOS HUMANOS͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϳϭ
El carácter multivariado del área de RR.HH͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϳϭ
Un modelo de múltiples roles para el management de RR.HH͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϳϭ
El carácter situacional del área de RR.HH͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϳϮ
Objetivos del área de RR.HH͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϳϯ
La administración de RR.HH͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϳϯ
La importancia de la administración de RR.HH͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϳϯ
Análisis de los puestos͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϳϱ
Planeación de personal͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϳϲ
El proceso de reclutamiento͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϳϲ
La entrevista como principal técnica de selección͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϳϳ
Pruebas o exámenes de conocimientos o habilidades͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϳϳ
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

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3\0(V(QWUHODWHRUtD\ODSUiFWLFD
Técnicas de simulación͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϴϬ
Preselección y selección del candidato͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϴϬ
Inducción de los empleados͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϴϭ
El proceso de capacitación͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϴϭ
Métodos de capacitación͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϴϮ
La evaluación de desempeño͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϴϯ
Métodos tradicionales de evaluación de desempeño͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϴϯ
COMUNICACIÓN ORGANIZACIONAL͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϴϳ
Introducción͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϴϳ
La comunicación͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϴϴ
Proceso comunicacional como un compromiso͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϴϴ
Concepto de comunicación͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϴϵ
Las funciones de la comunicación͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϴϵ
El proceso de comunicación͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϵϬ
La comunicación como acción͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϵϭ
MOTIVACIÓN Y SATISFACCIÓN LABORAL͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϵϮ
La motivación humana͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϵϮ
Descripción del proceso͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϵϯ
Primeras teorías de la motivación͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϵϰ
Teoría de la jerarquía de las necesidades͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϵϰ
Teoría X y teoría Y͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϵϲ
Teoría de motivación-higiene͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϵϲ
Teorías contemporáneas de la motivación͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϵϳ
Teoría de las necesidades de McClelland͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϵϳ
Teoría de la evaluación cognoscitiva͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϵϳ
Teoría del establecimiento de metas͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϵϴ
Teoría de la equidad͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϵϴ
Satisfacción en el trabajo͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϵϵ
CAPÍTULO IV: ANÁLISIS Y DESARROLLO DEL CASO DE ESTUDIO͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϭϬϮ
CICLO DE VIDA EMPRESARIAL͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϭϬϮ
PROCESO DEL NEGOCIO͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϭϬϯ
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Mapa de procesos de gestión͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϭϬϯ
ANÁLISIS INTERNO͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϭϬϳ
Aplicación de matriz F.O.D.A.͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϭϬϳ
Problemáticas pasadas, consecuencias actuales͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϭϭϬ
Suceso 1: Área operativa técnica͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϭϭϮ
Suceso 2: Área administrativa͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϭϭϮ
CAPÍTULO V: ETAPA FINAL͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϭϭϱ
DIAGNÓSTICO͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϭϭϱ
PROPUESTA N° 1: INTERNA͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϭϭϲ
Implementar un cambio organizacional͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϭϭϲ
Etapas del proceso de cambio͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϭϭϲ
Plan de acción͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϭϭϵ
PROPUESTA N° 2: EXTERNA͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϭϭϵ
Elección de una consultora externa͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϭϭϵ
Como una inversión a futuro͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϭϮϬ
DESENLACE͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϭϮϮ
Conclusión general͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϭϮϮ
Fundamentación͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϭϮϮ
Conclusiones individuales͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϭϮϯ
BIBLIOGRAFÍA͘ ͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘͘ϭϮϱ
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PALABRAS CLAVE 

&RQVLGHUDPRV~WLOQRPEUDUXQJUXSRGHSDODEUDVTXHVRQIXQGDPHQWDOHV
\VHGHVWDFDQDORODUJRGHODGHVFULSFLyQ\IXQGDPHQWDFLyQGHWRGRHOWUDEDMR
 $GPLQLVWUDFLyQ DFFLyQ GH SODQHDU RUJDQL]DU GLULJLU \ FRQWURODU ODV
WDUHDVGHFXDOTXLHULQVWLWXFLyQ
 *HVWLyQHPSUHVDULDO FRQMXQWR GH DFWLYLGDGHV UHODWLYDV D OD DFWLYLGDG
FRWLGLDQDGHXQDRUJDQL]DFLyQ
 &DPELRWDUHDTXHLPSOLFDODPRGLILFDFLyQGHDFWLYLGDGRDFWLWXGIUHQWHD
FLHUWDVLWXDFLyQEDMRGHWHUPLQDGDVFLUFXQVWDQFLDV
 &RPXQLFDFLyQ DFWLYLGDG RUDO R HVFULWD HQWUH GRV RPiV SDUWLFLSDQWHV
TXH PHGLDQWH HO LQWHUFDPELR GH SDODEUDV R VtPERORV GDWRV
LQIRUPDFLyQWLHQHFRPRILQDOLGDGWUDQVPLWLUXQPHQVDMH
 &RQWURO DFWLYLGDG GHVWLQDGD D OD YHULILFDFLyQ GH WDUHDV \R FRUUHFWD
HMHFXFLyQGHXQSODQGHDFFLyQ
 3\0(SHTXHxD\PHGLDQDHPSUHVD
 55++UHFXUVRVKXPDQRV

 
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INTRODUCCIÓN 

EXPOSICIÓN DE LA TEMÁTICA 

7HQHU OD LGHD GH FUHDU XQD RUJDQL]DFLyQ HV XQ GHVDItR VXPDPHQWH
LQWHUHVDQWHTXHLPSOLFDXQODUJRUHFRUULGRGHPXFKRHVIXHU]R\GHGLFDFLyQ6LQ
HPEDUJRHOWUDEDMRQRILQDOL]DFLHUWDPHQWHXQDYH]HVWDEOHFLGDODLQVWLWXFLyQOD
PD\RUUHVSRQVDELOLGDGUHVLGHHQORJUDUPDQWHQHUODHPSUHVDHQIXQFLRQDPLHQWR
D OR ODUJR GHO WLHPSR VXSHUDQGR ORV REVWiFXORV \ VREUHYLYLHQGR D ODV FULVLV
HFRQyPLFDV GHO SDtV VLQ SHUGHU HO IRFR GH DWHQFLyQ HQ HO GHVDUUROOR
RUJDQL]DFLRQDO
(O IXQGDGRU HV OD PHQWH PDHVWUD GHO QHJRFLR TXLHQ VH HQFDUJD HQ
SULQFLSLRGHOGLVHxRRUJDQL]DFLRQDOGHLGHDUiUHDV\DVLJQDUIXQFLRQHVGHDUPDU
SURFHVRV \ GLVWULEXLU UHFXUVRV GH ORJUDU ILQDOPHQWH HVWDEOHFHU XQ VLVWHPD
LQWHUFRQHFWDGR$OOt HQGRQGH WRGR VHHQFXHQWUD UHODFLRQDGR\XQDDFFLyQHQ
XQD GH ODV SDUWHV DIHFWD D RWURV FRPSRQHQWHV QRV KDFH SHQVDU TXH FXDQGR
HVWDPRV IUHQWH D XQD HPSUHVD VLQ LPSRUWDU VX HQYHUJDGXUD GHEHPRV
FRQFHELUODEDMRXQHQIRTXHVLVWpPLFRHVGHFLUFRQVLGHUDUORVHOHPHQWRVGHO
VLVWHPD\VXVUHODFLRQHVWDQWRLQWHUQDVFRPRH[WHUQDV
8Q PRGHOR VLVWpPLFR SDUD OD DGPLQLVWUDFLyQ HPSUHVDULDO WLHQH WUHV
LPSOLFDQFLDVIXQGDPHQWDOHV
 /RV JHUHQWHV GHEHQ FRRUGLQDU ODV DFWLYLGDGHV ODERUDOHV TXH VH OOHYDQ D
FDER HQ ODV GLVWLQWDV SDUWHV GH OD RUJDQL]DFLyQPLHQWUDV TXH D VX YH]
GHEHQDVHJXUDUTXHWRGDVHVDVSDUWHVWUDEDMHQHQFRQMXQWRSDUDSRGHU
ORJUDUORVREMHWLYRVGHODHPSUHVD
 /DVGHFLVLRQHVWRPDGDVSRUXQiUHDRUJDQL]DFLRQDO\ODVDFFLRQHVTXHVH
SRQJDQHQSUiFWLFDHQHOODWHUPLQDUiQSRUSHUMXGLFDUDRWUDViUHDV
 /DVRUJDQL]DFLRQHVQRVRQDXWRVXILFLHQWHV'HSHQGHQGHVXHQWRUQRSDUD
REWHQHUORVLQVXPRVHVHQFLDOHV\SDUDGDUVDOLGDDVXSURGXFFLyQ
'HELGR D ORV FRQVWDQWHV FDPELRV GH OD JOREDOL]DFLyQ TXH DIHFWDQ R
SXHGHQ DIHFWDUODV ODV RUJDQL]DFLRQHV QDFHQ \ YLYHQ HQ XQ DPELHQWH GH
LQFHUWLGXPEUH &RQ OR FXDO GHEHQ DGHFXDUVH \ HVWDU SUHSDUDGDV SDUD
HYROXFLRQDUHQHOWLHPSR  

ϭZŽďďŝŶƐ͕^͘W͖͘ŽƵůƚĞƌ͕D͘;ϮϬϭϰͿĚŵŝŶŝƐƚƌĂĐŝſŶ͘DĠǆŝĐŽ͗WĞĂƌƐŽŶ͕ƉĄŐ͘ϭϲ͘
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(O SUHVHQWH WUDEDMR WLHQH FRPR ILQDOLGDG FRQFHGHU LQIRUPDFLyQ ~WLO \
KHUUDPLHQWDV SDUD IDFLOLWDU OD WUDQVLFLyQ GHO FDPSR FRQFHSWXDO D OD SUiFWLFD
DSOLFDEOHHVSHFLDOPHQWHDDTXHOODVSHTXHxDV\PHGLDQDVHPSUHVDVTXHWLHQHQ
GLILFXOWDGHVSDUDGHWHFWDUDWLHPSRORVSUREOHPDVGHJHVWLyQTXHOHLPSLGHQHO
FUHFLPLHQWRVRVWHQLEOHHQHOWLHPSR




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PLANTEO DE HIPÓTESIS 

3DUDHOGHVDUUROORGHO WUDEDMRGDUHPRVDFRQRFHUXQFDVRFRQFUHWRTXH
DFWXDOPHQWH HVWi RFXUULHQGR HQ XQD SHTXHxD HPSUHVD GH VHUYLFLRV SDUD
LQGXVWULDVXELFDGDHQHOSDUWLGRGH*HQHUDO6DQ0DUWtQ
3DUWLPRVGHGRVKLSyWHVLV
 /DIDOWDGHGLUHFFLRQDPLHQWRSODQHDFLyQFRQWURO\
JHVWLyQGHORVUHFXUVRVHQSHTXHxDVHPSUHVDVVH
WUDGXFHHQSUREOHPDVGHFUHFLPLHQWR\GHVDUUROOR
VXVWHQWDEOHHQHOWLHPSR
 /DDGRSFLyQGHFDPELRVHQODJHVWLyQLQWHUQDRSWLPL]D
HOGHVDUUROORGHOWUDEDMRGLDULRDILDQ]DQGRHO
FRPSURPLVRGHWRGRVORVLQWHJUDQWHVSXGLHQGR
FXPSOLUFRQORVREMHWLYRV\ILQDOPHQWHORJUDQGRXQ
LQFUHPHQWRHQODVJDQDQFLDV
(QHOSUHVHQWHFDVRSUiFWLFRVHXWLOL]yODPHWRGRORJtDGHVFULSWLYDTXH
FRQVLVWHHQODREVHUYDFLyQ\GHVFULSFLyQGHOREMHWRGHHVWXGLRSXQWXDOPHQWHOD
VLWXDFLyQDFWXDOGHXQD3\0( LGHQWLILFDQGRVXDFWLYLGDGSULQFLSDOSURFHVRVHO
FDSLWDO KXPDQR TXH GHVHPSHxD FDGD WDUHD \ OD UHODFLyQ H[LVWHQWH HQWUH ORV
VHFWRUHV DVt FRPR WDPELpQ HO FOLPD RUJDQL]DFLRQDO KDFLHQGR IRFR HQ ODV
GLILFXOWDGHV TXH DXPHQWDQ OD EUHFKD HQWUH OR LGHDO \ OR UHDO 3DUD UHFDEDU OD
LQIRUPDFLyQQHFHVDULDVHUHDOL]DURQYLVLWDV\UHXQLRQHVLQVLWXFRQORVGLUHFWLYRV
\HOSHUVRQDOGHODHPSUHVD
 



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PLAN DE OBRA 

$ FRQWLQXDFLyQ VH SUHVHQWD HO SODQ GH REUD HOHJLGR SDUD HO SUHVHQWH
WUDEDMR
(O FDStWXOR , H[SRQH OD KLVWRULD GH OD HPSUHVD D DQDOL]DU GHVGH HO
PRPHQWRGHVXIXQGDFLyQKDVWDVXVLWXDFLyQHQODDFWXDOLGDG6HGDDFRQRFHU
HO PHUFDGR \ HQWRUQR HQ HO FXDO VH GHVHPSHxD WDQWR GH VX iPELWR LQWHUQR
FRPRH[WHUQR\ODVFDUDFWHUtVWLFDVGHOPHUFDGRGRQGHVHGHVHPSHxD
(OFDStWXOR,,WLHQHHQFXHQWDXQHQIRTXHVLVWpPLFRSDUDODGHVFULSFLyQ
GHODRUJDQL]DFLyQ6HGHVDUUROODQFDGDXQRGHVXVFRPSRQHQWHVVHGHVFULEHHO
SURFHVR GH OD JHVWLyQ HPSUHVDULDO \ VXV DVSHFWRV HVWUDWpJLFRV HO FRQWH[WR
RUJDQL]DFLRQDO\VHGHVWDFDSRU~OWLPRODYDORUDFLyQGHOFDSLWDOKXPDQR
(O FDStWXOR ,,, GHWDOOD ODV GLYHUVDV WDUHDV GHO VHFWRU GH 5HFXUVRV
+XPDQRV DEDUFDQGR GHVGH OD VHOHFFLyQ GH SHUVRQDO KDVWD OD HYDOXDFLyQ GH
GHVHPSHxR 3RVWHULRUPHQWH VH H[SRQH HO YtQFXOR HQWUH OD RUJDQL]DFLyQ \ OD
FRPXQLFDFLyQ \ PHGLDQWH OD GHVFULSFLyQ GH VX SURFHVR \ IXQFLRQHV VH GD D
FRQRFHUHOYDORUGHVXFRUUHFWRIXQFLRQDPLHQWR3RU~OWLPRVHKDFHIRFRHQOD
PRWLYDFLyQODERUDOPHGLDQWHODGHVFULSFLyQGHGLYHUVDVWHRUtDV
(OFDStWXOR,9 VHGHVDUUROODHQEDVHDODQiOLVLVGHOFDVRH[SXHVWR6H
H[SOLFD HQ TXp HWDSD GHO FLFOR GH YLGD VH HQFXHQWUD OD HPSUHVD \ SDUD
SXQWXDOL]DU VH H[SRQH HO PDSD GH SURFHVRV GHWDOODQGR FXiO HV VX DFWLYLGDG
SULQFLSDO \ OD IXQFLyQ GH FDGD VHFWRU )LQDOPHQWH D WUDYpV GH XQ DQiOLVLV
)2'$ VH H[DPLQD VLWXDFLyQ DFWXDO GH OD RUJDQL]DFLyQ \ VH GHWDOODQ ODV
SUREOHPiWLFDVDFWXDOHV
(OFDStWXOR9HQVHxDFXiOHVVRQ\HOSRUTXpGHODVFDXVDVTXHOOHYDURQ
DODRUJDQL]DFLyQDHVWDUHQODVFRQGLFLRQHVTXHVHHQFXHQWUDKR\HQGtD
(O FDStWXOR9, SODQWHD GRV SRVLEOHV VROXFLRQHV GH FDUiFWHU LQWHUQD \
H[WHUQD DSOLFDEOHV D OD HPSUHVD HQ FXHVWLyQ \ D ODV 3\0(V TXH HQ JHQHUDO
WHQJDQ FDUDFWHUtVWLFDV VLPLODUHV \HVWpQEDMR ODVPLVPDV FLUFXQVWDQFLDVTXH OD
GHOFDVRGHHVWXGLR
(OFDStWXOR9,,FRQVWLWX\HHOFLHUUHGHOWUDEDMR$OOtTXHGDQSODVPDGDV
ODVLGHDVFHQWUDOHVGHODLQYHVWLJDFLyQDVtFRPRWDPELpQODRSLQLyQSHUVRQDOGH
FDGDXQDGHODVGRVDXWRUDVGHOSUR\HFWR

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CAPÍTULO I: ORIGEN, ACTUALIDAD Y 
CONTEXTO EMPRESARIAL DEL CASO DE 
ESTUDIO

PRESENTACIÓN 

Historia 
5HIULJHUDFLyQ3HUUL\$VRFLDGRV65/HVXQDSHTXHxDHPSUHVDIDPLOLDU
TXHVHGHVHPSHxDGHQWURGHOUXEURLQGXVWULDORIUHFLHQGRXQVHUYLFLRLQWHJUDOGH
LQJHQLHUtD\DVLVWHQFLDWpFQLFDSDUDWRGRWLSRGHLQGXVWULDVTXHUHTXLHUDQGHOD
UHIULJHUDFLyQ\FOLPDWL]DFLyQSDUDVXFRUUHFWRIXQFLRQDPLHQWR
(QHOIXQGDGRUFRPHQ]yVXQHJRFLREULQGDQGRVHUYLFLRVGRPpVWLFRV
\ FRPHUFLDOHV /DV UHSDUDFLRQHVGH ORVHTXLSRVTXHQRSRGtD VROXFLRQDUHQHO
GRPLFLOLRORVUHWLUDED\ORVDUUHJODEDHQHOJDUDMHGHVXFDVD
/XHJRGHXQWLHPSRVXKHUPDQRPHQRUVH LQFRUSRUyD ODDFWLYLGDG'H
HVWDPDQHUD VH DPSOLy OD DWHQFLyQ DSODQWDV GHO UXEURPHWDO~UJLFR SOiVWLFRV
DOLPHQWLFLDVODERUDWRULRVKRWHOHUtDFHQWURVFRPHUFLDOHV\JDVWURQyPLFRVHQWUH
RWURV 2IUHFtDQ XQ VHUYLFLR GH PDQWHQLPLHQWR SUHYHQWLYR PHQVXDO GH
FOLPDWL]DFLyQ\DWHQFLyQDPiTXLQDVHQIULDGRUDVGHDJXD&KLOOHUTXHVHXWLOL]DQ
HQORVSURFHVRVSURGXFWLYRVLQGXVWULDOHV
6XVHVIXHU]RV ORJUDURQDXPHQWDU OD FDUWHUDGHFOLHQWHV OR FXDOREOLJyD
ORV KHUPDQRV D DOTXLODU XQ ORFDO HQ OD ]RQD GH 9LOOD /\QFK \ D IRUPDU XQD
6RFLHGDG GH 5HVSRQVDELOLGDG /LPLWDGD SDUD OD FXDO HO IXQGDGRU QHFHVLWDED
FRPRPtQLPRGRVVRFLRVSDUDFRQVWLWXLUOD6XKHUPDQRUHFKD]yODSDUWLFLSDFLyQ
GH HVD VRFLHGDG GDGD VX FRUWD HGDG SUHIHUtD VHU HPSOHDGR SDUD QR DVXPLU
ULHVJRV3RUHVWHPRWLYRHOIXQGDGRULQFRUSRUyDVXHVSRVDFRPRVRFLDSHURVLQ
SDUWLFLSDFLyQDFWLYDSDUDSRGHUFRQVWLWXLU ILQDOPHQWH ODVRFLHGDG5HIULJHUDFLyQ
3HUUL65/
(Q HO DxR  SRU SUREOHPDV SHUVRQDOHV GHO IXQGDGRU VH UHDOL]y XQ
FDPELR GH ILUPD D5HIULJHUDFLyQ 3HUUL \ $VRFLDGRV 65/ LQWHJUDGD SRU
WUHV VRFLRV (O IXQGDGRU VX KHUPDQR \ XQ DPLJR TXH FRQWDED FRQ
FRQRFLPLHQWRVGHHOHFWULFLGDG
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3\0(V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(QHOODHPSUHVDVHUDGLFy\ORJUyFRQVHJXLUXQOXJDUSURSLRSDUD
LQVWDODUVH XELFDGR HQ OD FDOOH &DVHURV  HQ OD ORFDOLGDG GH 6DQ $QGUpV
GHQWURGHOSDUWLGRGH*HQHUDO6DQ0DUWtQGRQGHSHUPDQHFHQDFWXDOPHQWH
5HIULJHUDFLyQ3HUUL\$VRFLDGRV65/VHLQLFLyFRQXQFDSLWDOVRFLDOGH
 DSRUWDGR HQWUH ORV WUHV VRFLRV &RQFHQWUD HO  GH ODV DFFLRQHV
GLVWULEXLGDV HQWUH HO IXQGDGRU \ VX KHUPDQR (O  UHVWDQWH FRUUHVSRQGH DO
WHUFHUVRFLRTXHIXHGHVLJQDGRSRUFRQVHQVRGHDPERVKHUPDQRV
Actualidad

Gráfico 1: ORGANIGRAMA EMPRESARIAL DE REFRIGERACIÓN PERRI Y 
ASOCIADOS S.R.L. 

Fuente: elaboración propia.

/D FRPSDxtD SRVHH \D FDVL  DxRV GH YLJHQFLD HQ HO PHUFDGR 6X
IXQGDGRU/XLV3HUULDFWXDOPHQWHJHUHQWHJHQHUDOVHHQFXHQWUDIRUPDQGRSDUWH
GH OD PLVPD /XLV GHVWDFD OD EXHQD UHODFLyQ GH ORV PLHPEURV GH OD IDPLOLD
HVSHFtILFDPHQWH FRQ VXKHUPDQRTXHHVJHUHQWHGH FRPSUDV5HODWD WDPELpQ
TXHODFRPXQLFDFLyQHQWUHDPERVHVXQGLIHUHQFLDOSDUDTXHQRKD\DSUREOHPDV
HQODHPSUHVD

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(O IXQGDGRU UHVDOWD TXH XQD GH ODV FODYHV GHO p[LWR SDUD OD
SHUPDQHQFLD GH OD HPSUHVD HQ HO PHUFDGR HV OD GLYLVLyQ GH UROHV
HQWUH ORV VRFLRV \D TXH FDGD XQR SRVHH XQD JHUHQFLD GLIHUHQWH VHJ~Q VX
HVSHFLDOL]DFLyQ ([LVWH DGHPiV VHSDUDFLyQ HQWUH ORV UROHV IDPLOLDUHV \
HPSUHVDULDOHV
(QHO FDVRGH OD WRPDGHGHFLVLRQHVQRSRVHHQXQDHVWUXFWXUD ILMDTXH
ORVULMD\VLELHQ/XLVHVJHUHQWHJHQHUDOEXVFDVLHPSUHWRPDUODVGHFLVLRQHVHQ
FRQVHQVR FRQ ORV GHPiV VRFLRV &RQFXHUGDQ HQ TXH SDUD LQFRUSRUDU XQD
SHUVRQD D OD HPSUHVD VHD R QR GH OD IDPLOLD ORV WUHV VRFLRV GHEHQ HVWDU GH
DFXHUGR$FWXDOPHQWHQRWUDEDMDQIDPLOLDUHVSROtWLFRVHQODHPSUHVD
/DVFRQWUDWDFLRQHVGHOSHUVRQDODGPLQLVWUDWLYRVHUHDOL]DQDWUDYpVGHOD
PRGDOLGDG GH SDVDQWtDV GH OD 8QLYHUVLGDG 1DFLRQDO GH 6DQ 0DUWtQ (O
GHSDUWDPHQWR GH SDVDQWtDV VH HQFDUJD GH JHVWLRQDU HO SURFHVR GH VHOHFFLyQ
GHVGH OD SXEOLFDFLyQ GH OD SURSXHVWD ODERUDO KDVWD OD SUHVHOHFFLyQ GHO SHUILO
/XHJRODHPSUHVDVHHQFDUJDGHHQWUHYLVWDUODVSRVWXODQWHV\GHFLGHTXLpQYDD
RFXSDUHOSXHVWR
6HILUPDXQDFXHUGRHQWUHODVWUHVSDUWHV(QSULPHUDLQVWDQFLDHOWLHPSR
GHFRQWUDWDFLyQHVSRUWUHVPHVHVFRQSRVLELOLGDGGHUHQRYDFLyQ$OFXPSOLUXQ
DxR FRPR SDVDQWH VH OR HIHFWLYL]D \ VH OH DVLJQD EHQHILFLRV FRPR YLiWLFRV
SUHSDJD\DOPXHU]R
(QFXDQWRDOSHUVRQDOWpFQLFRODE~VTXHGDVHUHDOL]DDWUDYpVGHSiJLQDV
ZHE GH HPSOHR FRPR &RPSXWUDEDMR R %XPHUDQ \ OXHJR VH VHOHFFLRQDQ ORV
SRVWXODQWHV VHJ~Q HO SHUILO \ OD H[SHULHQFLD HQ HO UXEUR 6H FRQWUDWDQ SRU XQ
SHUtRGRGHSUXHEDGHWUHVPHVHVKDVWDTXHVHORVHIHFWLYL]D
'HVGH XQ HQIRTXH VRFLDO HQ SRV GH SRGHU FRODERUDU FRQ OD HGXFDFLyQ
VHFXQGDULD GH ORV MyYHQHV TXH HOLJHQ OD PRGDOLGDG WpFQLFD OD HPSUHVD HVWi
DGKHULGDDO6LVWHPDGH3UiFWLFDV)RUPDWLYDVHQ$PELHQWHVGH7UDEDMRLQVFULSWD
HQ HO /LVWDGR GH ,QVWLWXFLRQHV 2IHUHQWHV TXH EULQGDQ VXV LQVWDODFLRQHV SDUD
UHDOL]DUGLFKDVSUiFWLFDV(VWHUpJLPHQDSOLFDDHVWXGLDQWHVPD\RUHVGHDxRV
GHHGDGGHOVLVWHPDHGXFDWLYRTXHGHSHQGHGHOD'LUHFFLyQ*HQHUDOGH&XOWXUD
\ (GXFDFLyQ \ WLHQH FRPR ILQ IRPHQWDU OD IRUPDFLyQ GH ORV DOXPQRV FRPR
VXMHWRV DFWLYRV FRQ HPSUHQGLPLHQWRV LQGLYLGXDOHV \ FRPXQLWDULRV $VLPLVPR
HVWDV3UiFWLFDV)RUPDWLYDVSHUPLWHQDORVDOXPQRVHOPDQHMRGHSODWDIRUPDV\
OHQJXDMHVWHFQROyJLFRVTXHOHEULQGHQH[SHULHQFLDHQVXRULHQWDFLyQYRFDFLRQDO
+R\ HQ GtD OD ILUPD FXHQWD FRQ XQD GRWDFLyQ GH GRFH HPSOHDGRV TXH
DWLHQGHQDXQDFDUWHUDGHPiVGHFLHQFOLHQWHVGHGLIHUHQWHVUXEURV(QWUHORV
PiV UHFRQRFLGRV VHHQFXHQWUDQ0F&DLQ$JXDV'DQRQH&DPSR$XVWUDO6$
+RWHO,ELV0$UJHQWLQD0DVWHUIRRGV$UJHQWLQD/7'P	P¶V3HGLJUHH5R\DO
&DQLQ8366&6,3+6$&,)$PDOIL)UDKHO3DUH[.ODXNRO%DUEXU\&RPSDQ\
6$5RNHU7HDWUR&ROyQ6HUYLFLR0HWHRUROyJLFR1DFLRQDO
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
Ilustración 1: PRINCIPALES CLIENTES DE REFRIGERACIÓN PERRI Y ASOCIADOS 
S.R.L. 

Fuente: elaboración propia. 

(Q FXDQWR DO PHGLR DPELHQWH HO UHSUHVHQWDQWH OHJDO GH 5HIULJHUDFLyQ
3HUUL\$VRFLDGRV65/WLHQHFRQRFLPLHQWRGHODV1RUPDV,VRFDOLGDGH
,VR  DPELHQWDO (V SRU HOOR TXH UHDOL]DQ VXV WUDEDMRV EDMR ORV
OLQHDPLHQWRVGHHVWDVQRUPDVDXQTXHQRFXHQWHQFRQ ODFHUWLILFDFLyQ8WLOL]DQ
ORV SURGXFWRV TXH QR GDxDQ OD FDSD GH R]RQR \ FRPHUFLDOL]DQ HTXLSRV
DFRQGLFLRQDGRUHV GH DLUH GH FODVH ³$´ TXH FXHQWDQ FRQ XQDPD\RU HILFLHQFLD
HQHUJpWLFD 

'H DFXHUGR D OD LQWHJULGDG ItVLFD \ SURWHFFLyQ GH ORV WUDEDMDGRUHV OD
ILUPDVHGHVHPSHxDEDMRODVQRUPDV,UDP,VR±6LVWHPDVGH

ϮZĞĨƌŝŐĞƌĂĐŝſŶ͗ďƵĞŶĂƐƉƌĄĐƚŝĐĂƐĚĞŵĂŶƚĞŶŝŵŝĞŶƚŽ͘;:ƵŶŝŽϮϬϬϰͿƌŐĞŶƚŝŶĂ͗^ĂďĞƌĐſŵŽ͕EΣϭϳ͕/ŶƐƚŝƚƵƚŽEĂĐŝŽŶĂů
ĚĞdĞĐŶŽůŽŐşĂ/ŶĚƵƐƚƌŝĂů;/Ed/Ϳ͘ŚƚƚƉƐ͗ͬͬǁǁǁ͘ŝŶƚŝ͘ŐŽǀ͘ĂƌͬƐĂďĞƌĐŽŵŽͬƐĐϭϳͬŝŶƚŝϮ͘ƉŚƉ
ϯ ͎ſŵŽ ůĞĞƌ ƵŶĂ ĞƚŝƋƵĞƚĂ ĚĞ ĂŝƌĞƐ ĂĐŽŶĚŝĐŝŽŶĂĚŽƐ͍ ƌŐĞŶƚŝŶĂ͗ ƚŝƋƵĞƚĂƐ ĚĞ ĞĨŝĐŝĞŶĐŝĂ ĞŶĞƌŐĠƚŝĐĂ͘
ŚƚƚƉ͗ͬͬǁǁǁ͘ĞĨŝĐŝĞŶĐŝĂĞŶĞƌŐĞƚŝĐĂ͘ŽƌŐ͘ĂƌͬĂŝƌĞ͘ĂƐƉ͍ŝĚс
&



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3\0(V(QWUHODWHRUtD\ODSUiFWLFD
*HVWLyQGH OD6HJXULGDG\6DOXGHQHO7UDEDMRGHVWLQDGDDPHMRUDU ODV
SUiFWLFDV ODERUDOHV HQ WRGR HO PXQGR DO SURSRUFLRQDU XQ FRQMXQWR GH
OLQHDPLHQWRV VyOLGRV \HILFDFHVSDUDJHVWLRQDU OD VHJXULGDG\ OD VDOXGHQHVWH
iPELWR
(QWUHORVEHQHILFLRVFRQFUHWRVGHVXLPSOHPHQWDFLyQGHEHQPHQFLRQDUVH
OD UHGXFFLyQ GH ORV DFFLGHQWHV DXVHQWLVPR \ FRQVHFXHQWH DXPHQWR HQ ORV
QLYHOHVGHSURGXFWLYLGDGGLVPLQXFLyQGHFRVWRVGHVHJXURLGHQWLILFDFLyQGHORV
UHTXLVLWRVOHJDOHVSHUWLQHQWHVDGRSFLyQGHXQHQIRTXHEDVDGRHQHOULHVJR OR
TXHJDUDQWL]DXQDPD\RUHIHFWLYLGDGIUHQWHDFRQWH[WRVFDPELDQWHVPHMRUDHQ
ODUHSXWDFLyQFRUSRUDWLYDHQWUHRWURV
/RV WpFQLFRVGH ODHPSUHVDWRGRV ORVDxRV UHFLEHQXQD LQGXFFLyQVREUH
VHJXULGDGHKLJLHQHGLULJLGDSRUHO/LFHQFLDGR&DUORV+LJDFRQWUDWDGRHQIRUPD
H[WHUQDHVSHFtILFDPHQWHSDUDHVHSURSyVLWR/RVSULQFLSDOHVWHPDVDWUDWDUVRQ
SUHYHQFLyQ GH ULHVJRV HQ HO iPELWR ODERUDO WUDEDMRV HQ DOWXUD XVR \
FRQVHUYDFLyQ GH ORV HOHPHQWRV GH SURWHFFLyQ SHUVRQDO ULHVJRV HOpFWULFRV \
PHFiQLFRVRUGHQ\OLPSLH]D
3RU RWUD SDUWH VHJ~Q OD HQWUHYLVWD UHDOL]DGD DO IXQGDGRU VH REWXYR OD
VLJXLHQWHLQIRUPDFLyQDFHUFDGHODHPSUHVD
0LVLyQ
³/DPLVLyQGHODHPSUHVDHVRIUHFHUVHUYLFLRGHDVLVWHQFLDWpFQLFDH
LQJHQLHUtDGHSURFHVRVDSOLFDGRDOPDQWHQLPLHQWRLQGXVWULDO\VHUYLFLRWpFQLFRGH
HTXLSRVGHUHIULJHUDFLyQ\FDOHIDFFLyQ
/DVXQLGDGHVGHQHJRFLRVRQWUHV0DQWHQLPLHQWRSUHYHQWLYRGHHTXLSRV
\PDTXLQDULDVHUYLFLRWpFQLFR\SUR\HFWRVGHLQJHQLHUtDSDUDREUDVOODYHHQ
PDQR´
9LVLyQ
³6HUODHPSUHVDQ~PHURXQRHQVHUYLFLRVGHUHIULJHUDFLyQGHQWURGHO
*UDQ%XHQRV$LUHV´
9DORUHV
³7HQHPRVYDORUHVTXHQRVUHSUHVHQWDQSRUORTXHUHDOPHQWHVRPRV
FRPRSHUVRQDV\SRUODHPSUHVDTXHHQWUHWRGRVOOHYDPRVDGHODQWH&UHRTXH
ODWUDQVSDUHQFLDHQRSHUDFLRQHVILQDQFLHUDVHVHOSULQFLSDO

ϰ WĞƚƌŽŶŝ͕ K͘ EƵĞǀĂ ŶŽƌŵĂ ŝŶƚĞƌŶĂĐŝŽŶĂů ĚĞ ŐĞƐƚŝſŶ ĚĞ ƐĞŐƵƌŝĚĂĚ Ǉ ƐĂůƵĚ ĞŶ Ğů ƚƌĂďĂũŽ͘ ;ϮϱͬϬϱͬϮϬϭϴͿ ƌŐĞŶƚŝŶĂ͗
ŝĂƌŝŽ >Ă EĂĐŝſŶ͘ ŚƚƚƉƐ͗ͬͬǁǁǁ͘ůĂŶĂĐŝŽŶ͘ĐŽŵ͘ĂƌͬϮϭϭϵϳϵϮͲŶƵĞǀĂͲŶŽƌŵĂͲŝŶƚĞƌŶĂĐŝŽŶĂůͲĚĞͲŐĞƐƚŝŽŶͲĚĞͲƐĞŐƵƌŝĚĂĚͲǇͲ
ƐĂůƵĚͲĞŶͲĞůͲƚƌĂďĂũŽ

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3\0(V(QWUHODWHRUtD\ODSUiFWLFD
3HURDGHPiVSRUVXSXHVWRHOUHVSHWRHQWUHORVPLHPEURVGHOD
RUJDQL]DFLyQORVEXHQRVPRGDOHVHOFRPSURPLVR\ODUHVSRQVDELOLGDGQRVGDQ
XQDEDVHSDUDLQFHQWLYDUDOEXHQFOLPDODERUDO´
2EMHWLYRV
³1XHVWURSULQFLSDOREMHWLYRHVDXPHQWDUODVYHQWDVGHVHUYLFLRVGH
PDQWHQLPLHQWRSUHYHQWLYRORTXHQRVYDDSHUPLWLUVROYHQWDUORVFRVWRVILMRV\
DGHPiVWHQHUXQDUHQWDELOLGDGTXHQRVEHQHILFLH
3URYHHUDODVLQGXVWULDVUHFXUVRVFDOLILFDGRVTXHSXHGDQSUHYHQLUODV
URWXUDVUHGXFLHQGRORVFRVWRVRSHUDWLYRVGHQXHVWURVFOLHQWHV
,PSOHPHQWDUXQFRQWUROSRURSRVLFLyQVREUHHOiUHDRSHUDWLYDGHVHUYLFLR
\PDQWHQLPLHQWR
0HGLUODHILFLHQFLDGHORVRSHUDULRV´
(VWUDWHJLDV
³1RQRWHQHPRVXQDHVWUDWHJLDILMDGHILQLGD´

CONOCIMIENTO Y DESCRIPCIÓN DEL ENTORNO 
 
3DUDSRGHUGHWHUPLQDUORVIDFWRUHVH[WHUQRVHLQWHUQRVDODRUJDQL]DFLyQ
TXH LQFLGHQ HQ VX iPELWR GH WUDEDMR DFWXDO \ HQ VXV GHFLVLRQHV IXWXUDV
GHEHPRVDQDOL]DUFLHUWRVDVSHFWRVGHOFRQWH[WRHPSUHVDULDO
Microentorno
3DUDDERUGDUHO WHPDHQWHQGHPRVTXHHOPLFURHQWRUQRWUDWDGH ORTXH
VXFHGHSXHUWDV DGHQWUR GH FXDOTXLHU RUJDQL]DFLyQ3DUD HOOR VHH[SRQGUiXQD
GHILQLFLyQGHORTXHOODPDPRVFOLPDRUJDQL]DFLRQDO\OXHJRVHGHVFULELUiHOFOLPD
SHUFLELGRHQODHPSUHVDHQFXHVWLyQ
(O FOLPD RUJDQL]DFLRQDO HV HO UHVXOWDGR GHO FRQMXQWR GH SHUFHSFLRQHV
JOREDOHVGHODVSHUVRQDVVREUHVXPHGLRLQWHUQRGHWUDEDMR(VXQHIHFWRGHOD
LQWHUDFFLyQGHORVPRWLYRVLQWHUQRVGHORVLQGLYLGXRVGHORVLQFHQWLYRVTXHGDOD
RUJDQL]DFLyQ \ GH ODV H[SHFWDWLYDV TXH VH GHVSLHUWDQ HQ GLFKD UHODFLyQ (VWi
LQWHJUDGRSRUODVFDUDFWHUtVWLFDVSURSLDVGHODRUJDQL]DFLyQTXHODGHVFULEHQ\D
VXYH]ODGLIHUHQFLDQGHODVGHPiV(VH[SHULPHQWDGRSRUWRGRVORVLQGLYLGXRV\
VH SXHGH PHGLU RSHUDFLRQDOPHQWH D WUDYpV GHO FRQRFLPLHQWR GH ODV
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
3\0(V(QWUHODWHRUtD\ODSUiFWLFD
SHUFHSFLRQHVGHODVSHUVRQDV(VXQIHQyPHQRVXEMHWLYRTXHVHUHILHUHDODV
DFWLWXGHV YDORUHV QRUPDV \ VHQWLPLHQWRV TXH ODV SHUVRQDV SHUFLEHQ TXH
H[LVWHQRFRQFLHUQHQD ODRUJDQL]DFLyQGH ODFXDOKDFHQSDUWH7DPELpQHVXQ
IHQyPHQRREMHWLYRHVGHFLUFRPRFRQMXQWRGHFDUDFWHUtVWLFDVSHUPDQHQWHV
TXH GHVFULEHQ XQD RUJDQL]DFLyQ OD GLVWLQJXHQ GH RWUD H LQIOX\HQ HQ HO
FRPSRUWDPLHQWRGHORVLQGLYLGXRVTXHODIRUPDQ
(ODPELHQWH ODERUDO VHJ~Q ORSHUFLELGRHQFDGDYLVLWDHVPX\FDOPR\
IDPLOLDU ORV HPSOHDGRV HMHUFHQ VXV WDUHDV FDGDXQRHQ VX SXHVWR GH WUDEDMR
TXH SDUHFH VHU XQ HVSDFLR FyPRGR \ DGHFXDGR SDUD GHVHPSHxDUVH GRQGH
DGHPiVFXHQWDQFRQXQVHFWRUSDUDHODUFKLYRGHPDWHULDOHV\FDGDFXDOWLHQH
ORV UHFXUVRVQHFHVDULRVGHDFXHUGRDVXV IXQFLRQHV FRPSXWDGRUDV WHOpIRQRV
KHUUDPLHQWDVHQWUHRWURV+D\WDPELpQXQDVDODGHUHXQLRQHVFRQSUR\HFWRU\
SL]DUUDGHDQRWDFLRQHVXQKDOOGHDWHQFLyQDFOLHQWHV\SURYHHGRUHVHQHOVHFWRU
GHUHFHSFLyQ\WLHQHQDVXGLVSRVLFLyQXQH[SHQGHGRUGHDJXDIUtD\FDOLHQWH
HTXLSRGHPDWH\XQDPiTXLQDGHFDIp(VWH WLSRGHFRPRGLGDGHVKDFHQGHO
DPELHQWHXQOXJDUFiOLGR\DJUDGDEOH
/DFRPXQLFDFLyQHQWUHORVVHFWRUHVDGHPiVGHSHUVRQDOPHQWHVHOOHYDD
FDERDWUDYpVGHWHOpIRQRVLQWHUQRVSRUWHOHIRQtDPyYLOYtDFRUUHRHOHFWUyQLFR\
WDPELpQ SRU OD SODWDIRUPD YLUWXDO GH FKDW 6N\SH /DV FRQYHUVDFLRQHV TXH VH
SUHVHQFLDURQ IXHURQHQ WRQRVFRUGLDOHV\HOFOLPDSHUFLELGRHVSRVLWLYR7RGRV
PRVWUDURQ FRQIRUPLGDG FRQ HO WUDWR \ ODV UHODFLRQHV LQWHUSHUVRQDOHV WDQWR HO
VHFWRURSHUDWLYRFRPRHOiUHDGHDGPLQLVWUDFLyQ\ORVVXSHULRUHV
&RPRVHSXHGHDSUHFLDUHOFOLPDRUJDQL]DFLRQDODSHVDUGHQRSRGHUVH
WRFDUQLYHUVLVHSXHGHVHQWLUFRPRDOJRTXHDIHFWD ORVFRPSRUWDPLHQWRVGH
ODVSHUVRQDVTXHIRUPDQXQDRUJDQL]DFLyQDVtFRPRHOFOLPDVHYHDIHFWDGRSRU
OD UHODFLyQ H[LVWHQWH HQWUH OD RUJDQL]DFLyQ FRPR WDO \ VXV LQWHJUDQWHV 3RU OR
WDQWR\GHDFXHUGRDORVH[SHUWRVVHSXGLHUDGHFLUTXHHOFOLPDRUJDQL]DFLRQDO
HVWi LQWHJUDGR SRU PXFKRV HOHPHQWRV HQWUH ORV FXDOHV VH FLWDQ HO DVSHFWR
LQGLYLGXDO GH ORV HPSOHDGRV HQ HO TXH VH FRQVLGHUDQ DFWLWXGHV SHUFHSFLRQHV
SHUVRQDOLGDG YDORUHV DSUHQGL]DMH HQWUH RWURV ORV JUXSRV GHQWUR GH OD
RUJDQL]DFLyQ VX HVWUXFWXUD SURFHVRV FRKHVLyQ QRUPDV \ SDSHOHV OD
PRWLYDFLyQ QHFHVLGDGHV HVIXHU]R \ UHIXHU]R HO OLGHUD]JR HO SRGHU ODV
SROtWLFDVODLQIOXHQFLDHOHVWLORODHVWUXFWXUDORVSURFHVRVRUJDQL]DFLRQDOHV OD
HYDOXDFLyQHOVLVWHPDGHUHPXQHUDFLyQODFRPXQLFDFLyQ\HOSURFHVRGHWRPD
GHGHFLVLRQHV
Macroentorno 
(QJORED WRGDV DTXHOODV YDULDEOHV H[WHUQDV TXH DIHFWDQ D OD DFWLYLGDG
HPSUHVDULDO3RUORJHQHUDOHVWDVYDULDEOHVQRVyORDIHFWDQDODHPSUHVDHQVX
FRQMXQWR VLQR TXH WDPELpQ DIHFWD D WRGR DTXHOOR TXH OD URGHD FRPR VHU
LQGXVWULDVVHFWRUHVFRPSHWLGRUHV\PHUFDGRV
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3\0(V(QWUHODWHRUtD\ODSUiFWLFD
/R LPSRUWDQWH HV UHDOL]DU XQ DQiOLVLV SUHFLVR GH FDGD XQD GH HVWDV
YDULDEOHV SDUD OXHJR SRGHU SURWHJHUQRV GH FXHVWLRQHV TXH SXHGDQ UHVXOWDU
GDxLQDVDQXHVWUDHPSUHVD
8Q EXHQ SXQWR GH SDUWLGD SDUD FRPSUHQGHU HVWH PDFURHQWRUQR HV HO
0DUFR 3(67(/ TXH FODVLILFD ODV LQIOXHQFLDV GHO HQWRUQR HQ VHLV FDWHJRUtDV
3ROtWLFR(FRQyPLFR6RFLDO7HFQROyJLFR(FROyJLFR\/HJDO

Gráfico 2: MARCO PESTEL 

Fuente: elaboración propia basada en Johnson, G.; Scholes, K.; Whittington, R. 2006.  

3ROtWLFRHVLPSRUWDQWHFRQRFHUFXiOHVVRQODVSROtWLFDVTXHULJHQHQHO
SDtVSDUDSRGHUDVtEHQHILFLDUVHGHHOODV(QGLFLHPEUHGH$UJHQWLQDRSWy
SRUXQDQXHYD IRUPDGHJREHUQDU0DXULFLR0DFUL IXHHOHJLGRFRPRHOQXHYR
SUHVLGHQWHGHOD5HS~EOLFD$UJHQWLQD
/DVHOHFFLRQHVSUHVLGHQFLDOHVGHILQDOHVGHFRQGXMHURQDXQFDPELR
VLJQLILFDWLYRHQODSROtWLFDHFRQyPLFDDUJHQWLQD/DQXHYDDGPLQLVWUDFLyQVHKD
PRYLGRUiSLGRSDUDLPSOHPHQWDUUHIRUPDVFODYHVWDOHVFRPRODXQLILFDFLyQGHOD
WDVD GH FDPELR HO DFXHUGR FRQ DFUHHGRUHV LQWHUQDFLRQDOHV ODPRGHUQL]DFLyQ
GHO UpJLPHQGH LPSRUWDFLRQHVXQDGHVDFHOHUDFLyQGH OD LQIODFLyQ\ OD UHIRUPD
GHOUpJLPHQGHOVLVWHPDGHHVWDGtVWLFDVQDFLRQDOHV




'C$PDULR.DUHQ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
3\0(V(QWUHODWHRUtD\ODSUiFWLFD
3RURWUDSDUWH$UJHQWLQDKDUHWRPDGRXQDDJHQGDPX\DFWLYDHQSROtWLFD
LQWHUQDFLRQDO \ HVWi DO IUHQWH GH OD SUHVLGHQFLD GHO * GXUDQWH HO  DO
PLVPRWLHPSRTXHPDQLIHVWyVXLQWHQFLyQGHDGKHULUVHD OD2UJDQL]DFLyQSDUD
OD &RRSHUDFLyQ \ 'HVDUUROOR (FRQyPLFR 2&'( \ KD LQDXJXUDGR VX URO GH
REVHUYDGRUHQOD$OLDQ]DGHO3DFtILFR
(VWHFRQWH[WRSROtWLFRDIHFWyDODVLQGXVWULDVGHWRGRVORVUXEURVSHURHQ
HVSHFLDO D ODV PHWDO~UJLFDV DXWRSDUWLVWDV TXH IXHURQ TXLHQHV RSWDURQ SRU
SURGXFLUHQRWURVSDtVHV/DVHPSUHVDVQRHVWDEDQGHDFXHUGRFRQ ODSROtWLFD
QHROLEHUDOSODQWHDGDSRUHOJRELHUQRDFWXDO\GHFLGLHURQUHDOL]DUVXVLQYHUVLRQHV
HQ HO H[WHULRU SUHVHQWDQGR FRQYRFDWRULD D VXVSURYHHGRUHV FRQ LQWHQFLyQGH
FDQFHODUVXVREOLJDFLRQHVDODUJRSOD]R(VWHWLSRGHFRQVHFXHQFLDVVRQODVTXH
WXYRTXHDIURQWDUODILUPD
(FRQyPLFR HV GH FDUiFWHU UHOHYDQWH LQYHVWLJDU DFHUFD GH OD YDULDFLyQ
GH OD DFWLYLGDG GH OD LQGXVWULDPDQXIDFWXUHUD UHVSHFWRGHO DxRDQWHULRU &DEH
GHVWDFDU TXH DXQTXH OD HPSUHVD 5HIULJHUDFLyQ 3HUUL \ $VRFLDGRV 65/ VH
GHVDUUROOD GHQWUR GH OD LQGXVWULDPHWDOPHFiQLFD FRPHUFLDOPHQWH VH UHODFLRQD
FRQHPSUHVDVTXHSHUWHQHFHQDRWURVUXEURVFRPSOHWDPHQWHGLIHUHQWHV
(O SULPHU WULPHVWUH  HO(VWLPDGRU0HQVXDO ,QGXVWULDO SUHVHQWD
XQLQFUHPHQWRGHOUHVSHFWRGHOPLVPRSHUtRGRGHODxRSDVDGRPLHQWUDV
TXHHQHOPHVGH0DU]RVHUHJLVWUDXQDXPHQWRGHOHQFRPSDUDFLyQ
FRQHOPLVPRPHVGHODxRDQWHULRU
&RPSDUDQGR HO PHV GH 0DU]R  FRQ 0DU]R GHO  VH REVHUYDQ
VXEDVHQOD LQGXVWULDDXWRPRWUL]ODVLQGXVWULDVPHWiOLFDVEiVLFDV
OD PHWDOPHFiQLFD  HQWUH RWUDV 0LHQWUDV TXH VH UHJLVWUDQ
GLVPLQXFLRQHVHQODLQGXVWULDWH[WLOHQORVSURGXFWRVGHFDXFKR\
SOiVWLFRHQODLQGXVWULDDOLPHQWLFLDHQWUHRWURV
/D LQGXVWULD PHWDOPHFiQLFD WXYR XQ GHVHPSHxR SRVLWLYR LPSXOVDGR
SULQFLSDOPHQWHSRUGHPDQGDGHODDFWLYLGDGGHODFRQVWUXFFLyQGHODIDEULFDFLyQ
GHPDTXLQDULDDJUtFROD\GHOVHFWRUHQHUJpWLFR
$ VX YH] OD DFWLYLGDG GH OD FRQVWUXFFLyQ LPSXOVD GLYHUVDV UDPDV TXH
FRPSRQHQ OD LQGXVWULD PHWDOPHFiQLFD (QWUH ORV VHJPHQWRV FRQ PHMRU
GHVHPSHxRGH0DU]RGHOFRUULHQWHDxRVHGHVWDFDQORVYLQFXODGRVFRQPRQWDMHV
LQGXVWULDOHV\FRQODIDEULFDFLyQGHSURGXFWRVPHWiOLFRVSDUDXVRHVWUXFWXUDO

ϱDĂĐƌŝ͕D͘;ϬϭͬϭϮͬϮϬϭϳͿŽŶƐƚƌƵǇĞŶĚŽĐŽŶƐĞŶƐŽƉĂƌĂƵŶĚĞƐĂƌƌŽůůŽĞƋƵŝƚĂƚŝǀŽǇƐŽƐƚĞŶŝďůĞ͘ƌŐĞŶƚŝŶĂ͗sŝƐŝſŶĚĞůĂ
WƌĞƐŝĚĞŶĐŝĂƌŐĞŶƚŝŶĂ'ϮϬϮϬϭϴ͘ŚƚƚƉƐ͗ͬͬŐϮϬ͘ĂƌŐĞŶƚŝŶĂ͘ŐŽď͘ĂƌͬĞƐͬǀŝƐŝŽŶͲĚĞͲůĂͲƉƌĞƐŝĚĞŶĐŝĂͲĂƌŐĞŶƚŝŶĂ
ϲ ƌŐĞŶƚŝŶĂ͗ ƉĂŶŽƌĂŵĂ ŐĞŶĞƌĂů͘ ƌŐĞŶƚŝŶĂ͗ ů ĂŶĐŽ DƵŶĚŝĂů ĞŶ ƌŐĞŶƚŝŶĂ͘ ;ϭϮͬϬϰͬϮϬϭϴͿ
ŚƚƚƉ͗ͬͬǁǁǁ͘ďĂŶĐŽŵƵŶĚŝĂů͘ŽƌŐͬĞƐͬĐŽƵŶƚƌǇͬĂƌŐĞŶƚŝŶĂͬŽǀĞƌǀŝĞǁηϭ
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
3\0(V(QWUHODWHRUtD\ODSUiFWLFD
)LQDOPHQWH FDEH PHQFLRQDU TXH DOJXQDV UDPDV YLQFXODGDV D OD
SURGXFFLyQ GH KHUUDPLHQWDV GH PDQR HQYDVHV PHWiOLFRV \ OtQHD EODQFD
DGYLHUWDQFLHUWDUHWUDFFLyQHQODVYHQWDVFRQFUHWDGDV
/DV H[SHFWDWLYDV HFRQyPLFDV GH FRUWR SOD]R GH ODV JUDQGHV HPSUHVDV
VHJ~Q OD HQFXHVWD FXDOLWDWLYD LQGXVWULDO UHVSHFWR D OD GHPDQGD LQWHUQD HO
DQWLFLSDXQULWPRHVWDEOHSDUDHOVHJXQGRWULPHVWUHGHOUHVSHFWRDO
PLVPRSHUtRGRGHOHOGHODVHPSUHVDVHVSHUDQXQDXPHQWRHO
SUHYpXQDEDMD
5HVSHFWR D ODVH[SRUWDFLRQHV HO  QR DQWLFLSD FDPELRV SDUD HO
VHJXQGR WULPHVWUH  HO HVSHUD XQD VXED HO YLVOXPEUDXQD
GLVPLQXFLyQ
/DXWLOL]DFLyQGHODFDSDFLGDGLQVWDODGDHOGHODVHPSUHVDVQR
DQWLFLSDFDPELRVHOYLVOXPEUDXQDVXEDHOSUHYpXQDEDMD
(QHOUXEURGHGRWDFLyQGHSHUVRQDOHOQRHVSHUDQFDPELRVHQ
ODGRWDFLyQHOSUHYpXQDXPHQWR\HOXQDGLVPLQXFLyQ
/DVLWXDFLyQHFRQyPLFDDFRUWRSOD]RGHODVJUDQGHVHPSUHVDVQRVXIULUi
FDPELRV VLJQLILFDWLYRV SDUD HO VHJXQGR SHUtRGR GHO  6H HVSHUDQ TXH
SHUPDQH]FDQHVWDEOHVVHJ~QODLQIRUPDFLyQUHFDEDGDSRUHO,1'(&
6RFLRFXOWXUDOODSURIXQGDFULVLVHFRQyPLFDGHSXVRHQHYLGHQFLD
ODVOLPLWDFLRQHVGHOD3URWHFFLyQ6RFLDOHQ$UJHQWLQD36$SDUDDPRUWLJXDUODV
FRQVHFXHQFLDVVRFLDOHVHQSREUH]D\GHVLJXDOGDGHQODGLVWULEXFLyQGHOLQJUHVR
GDGR HO PRGHOR GH (VWDGR GH %LHQHVWDU WUXQFDGR TXH VH RUJDQL]DED
H[FOXVLYDPHQWH HQ WRUQR D SURJUDPDV GH HOHJLELOLGDG \ ILQDQFLDPLHQWR
FRQWULEXWLYR
/DUHVSXHVWDLQVWLWXFLRQDODODFULVLVFRQVLVWLyHQODH[SDQVLyQVLJQLILFDWLYD
GH ORV SURJUDPDV GH WUDQVIHUHQFLD GH LQJUHVR \ HOHJLELOLGDG QR FRQWULEXWLYD \
SVHXGRFRQWULEXWLYD $ QLYHO QDFLRQDO HO SURJUDPD -HIHV \ GH +RJDU
LPSOHPHQWDGR HQ  IXH HO SULPHU SURJUDPDU QR FRQWULEXWLYR GH HVFDOD
PDVLYD HO FXDO VHJXLGRSRU OD0RUDWRULD3UHYLVLRQDO HQ \ HO UpJLPHQGH
$VLJQDFLRQHV 8QLYHUVDOHV SRU +LMR $8+ HQ  /D QXHYD DUTXLWHFWXUD
LQVWLWXFLRQDO GH OD SURWHFFLyQ VRFLDO WLHQH D OD $GPLQLVWUDFLyQ 1DFLRQDO GH OD
6HJXULGDG 6RFLDO $16(6 FRPR SULQFLSDO DJHQFLD LPSOHPHQWDGRUD
DGPLQLVWUDQGR SURJUDPDV GH WUDQVIHUHQFLDV GH LQJUHVR GLULJLGDV D ODV WUHV
SULQFLSDOHV HWDSDV GHO FLFOR YLWDO LQIDQFLD DVLJQDFLRQHV IDPLOLDUHV HGDGHV
FHQWUDOHVWUDQVIHUHQFLDVFRQGLFLRQDGDVHQHGXFDFLyQ\FDSDFLWDFLyQ\DGXOWRV
PD\RUHV MXELODFLRQHV \ SHQVLRQHV /D 36$ KD DYDQ]DGR KDFLD XQ VLVWHPD

ϳƐƚŝŵĂĚŽƌDĞŶƐƵĂů/ŶĚƵƐƚƌŝĂů͕/ŶĨŽƌŵĞƐdĠĐŶŝĐŽƐsŽů͘ϮEΣϴϬʹ/ŶĚƵƐƚƌŝĂŵĂŶƵĨĂĐƚƵƌĞƌĂsŽů͘ϮEΣϭϬ͘;DĂƌǌŽϮϬϭϴͿ
ƌŐĞŶƚŝŶĂ͗ /ŶƐƚŝƚƵƚŽ EĂĐŝŽŶĂů ĚĞ ƐƚĂĚşƐƚŝĐĂƐ Ǉ ĞŶƐŽƐ ;/EͿ͘
ŚƚƚƉƐ͗ͬͬǁǁǁ͘ŝŶĚĞĐ͘ŐŽď͘ĂƌͬƵƉůŽĂĚƐͬŝŶĨŽƌŵĞƐĚĞƉƌĞŶƐĂͬĞŵŝͺϬϰͺϭϴ͘ƉĚĨ
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'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
LQWHJUDGR\DUWLFXODGRGHSURJUDPDV\SROtWLFDVGHWUDQVIHUHQFLDGHLQJUHVRTXH
UHGXMRODSREUH]D\PHMRUyODGLVWULEXFLyQGHOLQJUHVRDSDUWLUGHODDPSOLDFLyQ
GH OD FREHUWXUD \ HO JDVWR S~EOLFR VRFLDO /D SREUH]D \ OD H[WUHPD SREUH]D
UHYLUWLHURQ OD WHQGHQFLD FUHFLHQWHTXHREVHUYDEDQGHVGH ODGpFDGDGH\
DOFDQ]yVXSLFRPi[LPRHQHO
(O GHVHPSOHR TXH KDEtD VXSHUDGR HO  GH OD SREODFLyQ
HFRQyPLFDPHQWHDFWLYDHQVHUHGXMRKDVWDDOFDQ]DUHOHQ(O
HPSOHR LQIRUPDOPHGLGR FRPR OD SURSRUFLyQ GH WUDEDMDGRUHV DVDODULDGRVTXH
QRUHDOL]DQFRQWULEXFLRQHVDOD6HJXULGDG6RFLDOGHVFHQGLyHQHOPLVPRSHUtRGR
GHD
/D36$KR\ VH HQFXHQWUDPHMRU SUHSDUDGDSDUD DPRUWLJXDU ORV HIHFWRV
VRFLDOHVGHFULVLVRIOXFWXDFLRQHVGHFLFORHFRQyPLFR
(Q FXDQWR D OD HGXFDFLyQ HQ ORV ~OWLPRV DxRV VH PHMRUDURQ ODV
FRQGLFLRQHV VH DSRVWy D LQYHUWLU HQ LQVWLWXFLRQHV S~EOLFDV SDUD TXH HO DFFHVR
VHD  IDYRUDEOH \ OOHJXH DPLOORQHV GH HVWXGLDQWHV 6H OOHYDURQ D FDER YDULRV
SUR\HFWRV FRPR ³FRQHFWDU LJXDOGDG´ HQWUHJD GH QHWERRNV D HVFXHODV \
PDHVWURV TXH FRQWULEX\HURQ D SURPRYHU OD LJXDOGDG IRPHQWDQGR GH HVWD
PDQHUD OD LQFOXVLyQ\EULQGDQGR ODVKHUUDPLHQWDVQHFHVDULDVSDUD WUDQVIRUPDU
VXHQWRUQRVRFLDO\FXOWXUDOKDFLDXQDPHMRUD
 

ϴ DKZEK͕ :͘ D͕͘ ĐŽŶ ůĂ ĐŽůĂďŽƌĂĐŝſŶ ĚĞ W>>^͕D͘ Ǉ ><EZ͕ ͘ ;ϮϬͬϭϭͬϮϬϭϱͿ WƌŽƚĞĐĐŝſŶ ƐŽĐŝĂů Ǉ
ƚƌĂďĂũŽ ĞŶ ƌŐĞŶƚŝŶĂ͕ ƌŐĞŶƚŝŶĂ͘ EŽƚĂƐ ĚĞ ƉŽůşƚŝĐĂƐ ƉƷďůŝĐĂƐ ƉĂƌĂ Ğů ĚĞƐĂƌƌŽůůŽ͘ ƌŐĞŶƚŝŶĂ͗ ĂŶĐŽ
DƵŶĚŝĂů͕ ŚƚƚƉ͗ͬͬĚŽĐƵŵĞŶƚŽƐ͘ďĂŶĐŽŵƵŶĚŝĂů͘ŽƌŐͬĐƵƌĂƚĞĚͬĞƐͬϴϵϵϰϭϭϰϲϳϵϵϱϯϵϲϮϵϰͬƉĚĨͬϭϬϲϭϮϮͲtWͲ
WϭϱϲϬϰϲͲWh>/Ͳ^WE/^,ͲEŽƚĂƐĚĞWŽůйϯйƚŝĐĂƐͲZ'Ed/E͘ƉĚĨ
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
3\0(V(QWUHODWHRUtD\ODSUiFWLFD
KZdKW>K;ϭHKͿ D/EKW>K;ϮͲϯHK^Ϳ
WK>1d/^d/s^DZKdZ:K DĞũŽƌĂƌůĂĐŽŽƌĚŝŶĂĐŝſŶŝŶƚĞƌŝŶƐƚŝƚƵĐŝŽŶĂů͕ĂŐƌƵƉĂŶĚŽ
ůĂƐƉŽůşƚŝĐĂƐĚĞĞŵƉůĞŽǇĐĂƉĂĐŝƚĂĐŝſŶ͕ŝŶĐůƵǇĞŶĚŽ
ƉƌŽŐƌĂŵĂƐĚĞƚƌĂŶƐĨĞƌĞŶĐŝĂƉĂƌĂƚĞƌŵŝŶĂůŝĚĂĚ
ĞĚƵĐĂƚŝǀĂĞŶƵŶĂƷŶŝĐĂŝŶƐƚŝƚƵĐŝſŶ͘
ZĞĨŽƌŵĂƌĞů&ŽŶĚŽEĂĐŝŽŶĂůĚĞŵƉůĞŽ
ĂƐŝŐŶĄŶĚŽůĞƌŽůĞƐĚĞĐŽŽƌĚŝŶĂĐŝſŶĚĞ
ƉŽůşƚŝĐĂƐĂĐƚŝǀĂƐǇƉĂƐŝǀĂƐĚĞŵĞƌĐĂĚŽĚĞ
ƚƌĂďĂũŽ͕ĞƐƉĞĐŝĂůŵĞŶƚĞƌĞƐƉĞĐƚŽĚĞůĂ
ĐĂƉĂĐŝƚĂĐŝſŶůĂďŽƌĂů͘
ŝƐĞŹĂƌƵŶŵĞĐĂŶŝƐŵŽĚĞĂĐĐĞƐŽĐŽŶƚŝŶƵŽĂ
ƉƌĞƐƚĂĐŝŽŶĞƐƉƌŽƉŽƌĐŝŽŶĂůĞƐĂůĂŚŝƐƚŽƌŝĂ
ĐŽŶƚƌŝďƵƚŝǀĂ͕ƚŽŵĂŶĚŽĞŶĐŽŶƐŝĚĞƌĂĐŝſŶůĂ
ƐƵƐƚĞŶƚĂďŝůŝĚĂĚĂĐƚƵĂƌŝĂůǇĨŝŶĂŶĐŝĞƌĂ͘
ŝƐĞŹĂƌƵŶşŶĚŝĐĞĚĞŵŽǀŝůŝĚĂĚĞƐƉĞĐşĨŝĐŽ
ƉĂƌĂůĂƐĂƐŝŐŶĂĐŝŽŶĞƐĨĂŵŝůŝĂƌĞƐ͘hŶŝĨŝĐĂƌůŽƐ
ƉƌŽŐƌĂŵĂƐĚĞĂƐŝŐŶĂĐŝŽŶĞƐĨĂŵŝůŝĂƌĞƐ
ƉƌŽǀŝŶĐŝĂůĞƐ͕ĐŽŵƉůĞƚĂŶĚŽůĂĂŵŽƌŶŝǌĂĐŝſŶ
ƉĂƌĂŵĠƚƌŝĐĂĚĞůŽƐƉƌŽŐƌĂŵĂƐĚĞĂŝƐŐŶĂĐŝŽŶĞƐ
ĨĂŵŝůŝĂƌĞƐ͘
/E&KZD/ME^d1^d/
ǀĂůƵĂƌ͕ǇĞǀĞŶƚƵĂůŵĞŶƚĞ͕ĐŽƌƌĞŐŝƌĞůşŶĚŝĐĞĚĞ
ŵŽǀŝůŝĚĂĚũƵďŝůĂƚŽƌŝĂ͘
:h/>/KE^zWE^/KE^
ĞƌƌĂƌůĂƐďƌĞĐŚĂƐĚĞĐŽďĞƌƚƵƌĂĚĞůŽƐƉƌŽŐƌĂŵĂƐĚĞ
ƚƌĂŶƐĨĞƌĞŶĐŝĂĚŝƌŝŐŝĚŽƐĂůĂŝŶĨĂŶĐŝĂ͕ĚĞŵĂŶĞƌĂĂĐƚŝǀĂ͕
ĐŽŽƌĚŝŶĂŶĚŽĐŽŶĂĐƚŽƌĞƐůŽĐĂůĞƐ͘
^/'E/KE^&D/>/Z^
DĞũŽƌĂƌůĂĐĂŶƚŝĚĂĚǇĐĂůŝĚĂĚĚĞůĂŝŶĨŽƌŵĂĐŝſŶĞƐƚĂĚşƐƚŝĐĂĚŝƐƉŽŶŝďůĞƉĂƌĂŵŽŶŝƚŽƌĞĂƌǇĞǀĂůƵĂƌůĂ
ĞĨŝĐĂĐŝĂĚĞůĂƐƉŽůşƚŝĐĂƐĚĞƉƌŽƚĞĐĐŝſŶƐŽĐŝĂů͕ƚĂŶƚŽĞŶĐŽďĞƌƚƵƌĂǇĚŝƐƚƌŝďƵĐŝſŶĐŽŵŽĞŶŝŶĐŝĚĞŶĐŝĂ
ƉĂƌĂůĂƉƌĞǀĞŶĐŝſŶĐŽŵŽůĂƌĞĚƵĐĐŝſŶĚĞůĂƉŽďƌĞǌĂ͘
Cuadro 1: MATRIZ DE OPCIONES DE POLÍTICAS A CORTO Y MEDIANO PLAZO
Fuente: elaboración propia basada en Notas de políticas públicas para el desarrollo. Argentina: Banco 
Mundial. http: //documentos.bancomundial.org/curated/es/899411467995396294/pdf/106122-WP-
P156046-PUBLIC-SPANISH-NotasdePol%C3%ADticas-ARGENTINA.pdf, pág. 120.

7HFQROyJLFR$UJHQWLQDFXHQWDFRQXQ0LQLVWHULRGH&LHQFLD7HFQRORJtD
H ,QQRYDFLyQ3URGXFWLYDGHVGHHO6XREMHWLYRSULQFLSDOHV LQFRUSRUDU OD
FLHQFLD\ODWHFQRORJtDDOVHUYLFLRGHOGHVDUUROORHFRQyPLFR\VRFLDOGHOSDtV6H
GHVDUUROODURQSODWDIRUPDVTXHVHXWLOL]DQSDUDOOHYDUDFDERLQQRYDFLRQHVHQHO
VLVWHPD SURGXFWLYR 'HQWUR GH ODV WHFQRORJtDV GH SURSyVLWR JHQHUDO VH
HQFXHQWUD OD ELRWHFQRORJtD OD QDQRWHFQRORJtD ODV WHFQRORJtDV GH
FRPXQLFDFLyQ\WHFQRORJtDVGHODLQIRUPDFLyQ1XHVWURSDtVDFWXDOPHQWH
LQFHQWLYD HO IRUWDOHFLPLHQWR GH XQ QXHYR PRGHOR SURGXFWLYR TXH PHMRUH OD
FRPSHWLWLYLGDGGHODHFRQRPtD
(Q OD DFWXDOLGDG ODV PRGHUQDV WHFQRORJtDV KDFHQ SRVLEOH XQD QXHYD
PDQHUD GH GHVDUUROODU ORV QHJRFLRV HO FRPHUFLR VH GD HQ HO FLEHUHVSDFLR XQ
PHGLRHOHFWUyQLFRPX\DOHMDGRGH ODVDWDGXUDVJHRJUiILFDVGH ORVHVSDFLRVGH
PHUFDGR
(O UDVJR HVHQFLDO HQ HO FLEHUHVSDFLR HV OD FRQHFWLYLGDG /DV UHGHV
HOHFWUyQLFDVSRU VXSURSLDQDWXUDOH]DGHUULEDQ ODVSDUHGHV \ ODV IURQWHUDV$
GLIHUHQFLD GHO PHUFDGR HVWDEOHFLGR HQ XQ OXJDU JHRJUiILFR WtSLFR GH OD HUD
LQGXVWULDO TXH VH VXVWHQWDED HQ OD LGHD GH FRPSUDGRUHV \ YHQGHGRUHV
VREHUDQRV TXH VH UHODFLRQDEDQ HQ WUDQVDFFLRQHV GLVFUHWDV FDGD XQR
LQGHSHQGLHQWHGHORWURODHFRQRPtDGHOFLEHUHVSDFLRDJUXSDDODVHPSUHVDVHQ



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
3\0(V(QWUHODWHRUtD\ODSUiFWLFD
JUDQGHVUHGHVGHUHODFLRQHVGH LQWHUGHSHQGHQFLDHQFX\RVHQRVHFRPSDUWHQ
DFWLYLGDGHVHLQWHUHVHV
(OLPSDFWRGHODWHFQRORJtDHQORV~OWLPRVDxRVIXHODFODYHSDUDTXHODV
HPSUHVDVWHQJDQQXHYDVKHUUDPLHQWDVSDUDGHVDUUROODUVXVQHJRFLRV,QWHUQHW\
HO DFFHVR D OD FRPXQLFDFLyQ UiSLGD D WUDYpV GH ODV SiJLQDV GLVHxDGDV SDUD
FRPSUDV\YHQWDVGHPDQHUDHOHFWUyQLFDHVODWHQGHQFLDGHODVHPSUHVDVTXH
VHYDQDGDSWDQGRDORVFDPELRV
3DUDHODxRVHHVSHUDTXHVDOJDQDOPHUFDGRODVUHGHVGHTXLQWD
JHQHUDFLyQ * (Q FRPSDUDFLyQ D OD WHFQRORJtD DFWXDO * OD QXHYD
JHQHUDFLyQ WLHQHFRPRREMHWLYR OOHJDUDDOWDYHORFLGDG\EDMD ODWHQFLD ORTXH
SURYHH OD LQWHUDFWLYLGDGHQWLHPSRUHDOSDUD ORVVHUYLFLRVTXHXWLOL]DQ ODQXEH
SDUD HO ,RW LQWHUFRQH[LyQ GLJLWDO GH ORV REMHWRV FRWLGLDQRV HQ LQWHUQHW HO
³,QWHUQHW GH ODV FRVDV´ HO ,QWHUQHW WiFWLO OD YHORFLGDG GH ORV GDWRV \ OD
UREyWLFD
/DWHFQRORJtD*YDDFXPSOLUFRQODH[SHFWDWLYDGHVLVWHPDVGHWRPDGH
GHFLVLRQHVFUtWLFDVXOWUDFRQILDEOHVSDUDODDOWDJDPDGHVHUYLFLRV LQGXVWULDOHV\
SDUD ORV FLXGDGDQRV SRU HMHPSOR FRPXQLFDFLRQHV GH VHQVRUHV D DFWXDGRUHV
SDUD DSOLFDFLRQHV LQGXVWULDOHV DSOLFDFLRQHV GH GURQHVUREyWLFD QDYHJDFLyQ GH
YHKtFXORVDXWyQRPRVHQWUHRWURV
(FROyJLFRHQ'LFLHPEUHGHVHFUHDHQ$UJHQWLQDOD6HFUHWDUtDGH
5HFXUVRV1DWXUDOHV\$PELHQWH+XPDQR LQVWDXUDQGRHO3ODQ7ULHQDOGH0HGLR
$PELHQWH+XPDQR
(O SHUtRGR GH ORV JRELHUQRV GH IDFWR GHVRUJDQL]y OD LQVWLWXFLRQDOLGDG
DPELHQWDO TXH HV UHWRPDGD D SDUWLU GH OD LQVWDXUDFLyQ GH OD GHPRFUDFLD FRQ
GLIHUHQWHVRUJDQLVPRVGHSHQGLHQWHVGHOD3UHVLGHQFLDGHOD1DFLyQ
(Q VH FUHDQXHYDPHQWH OD VHFUHWDUtD FRQHOPLVPRQRPEUHGH OD
H[LVWHQWHHQHODxR(QFDPELyVXQRPEUHSRUHOGH6HFUHWDUtDGH
5HFXUVRV1DWXUDOHV\'HVDUUROOR6XVWHQWDEOHLQFOX\HQGRIXQFLRQHVTXHIDFXOWDQ
QRVyORDSURPRYHU ODFRQVHUYDFLyQ\HOXVRVRVWHQLEOHGH ORVUHFXUVRVVLQRD
LQFLGLUVREUHDVSHFWRVTXHJDUDQWLFHQVXVXVWHQWDELOLGDG
(Q ODVSURYLQFLDVVHKDUHDOL]DGRXQSURFHVRGHUHHVWUXFWXUDFLyQFRQ OD
LQFRUSRUDFLyQGHGHSHQGHQFLDVFRQFRPSHWHQFLDVDPELHQWDOHVGHGLVWLQWRQLYHO
MHUiUTXLFR0LQLVWHULRV6HFUHWDULDV6XEVHFUHWDUtDV&RPLVLRQHV\'LUHFFLRQHV

ϵZĞŝŚƐ͕E͖͘^ĂůŝŶĂƐ͕͘;DĂǇŽϮϬϭϯͿ>ĂŝŶĨůƵĞŶĐŝĂĚĞůĂƐŶƵĞǀĂƐƚĞĐŶŽůŽŐşĂƐĞŶĞůĐŽŵƉŽƌƚĂŵŝĞŶƚŽĐŽŵƵŶŝĐĂĐŝŽŶĂů͘
ƌŐĞŶƚŝŶĂ͗ƌĞĂĐŝſŶǇWƌŽĚƵĐĐŝſŶĞŶŝƐĞŹŽǇŽŵƵŶŝĐĂĐŝſŶĂŹŽ /y͕EΣϱϯ͕&ĂĐƵůƚĂĚĚĞŝƐĞŹŽǇŽŵƵŶŝĐĂĐŝſŶʹ
hŶŝǀĞƌƐŝĚĂĚĚĞWĂůĞƌŵŽ͘ŚƚƚƉƐ͗ͬͬĨŝĚŽ͘ƉĂůĞƌŵŽ͘ĞĚƵͬƐĞƌǀŝĐŝŽƐͺĚǇĐͬƉƵďůŝĐĂĐŝŽŶĞƐĚĐͬĂƌĐŚŝǀŽƐͬϰϱϳͺůŝďƌŽ͘ƉĚĨ
ϭϬ WƌĞƐĞŶƚĂĐŝſŶ ĚĞ ůĂƐ ƌĞĚĞƐ ϱ'͘ ĂƌĂĐƚĞƌşƐƚŝĐĂƐ Ǉ ƵƐŽƐ͘ ;&ĞďƌĞƌŽ ϮϬϭϲͿ ƌŐĞŶƚŝŶĂ͗ 'ĞŵĂůƚŽ͘
ŚƚƚƉƐ͗ͬͬǁǁǁ͘ŐĞŵĂůƚŽ͘ĐŽŵͬďƌŽĐŚƵƌĞƐͲƐŝƚĞͬĚŽǁŶůŽĂĚͲƐŝƚĞͬŽĐƵŵĞŶƚƐͬƚĞůͲϱ'ͲŶĞƚǁŽƌŬƐͲYĂŶĚͲĞƐ͘ƉĚĨ
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3\0(V(QWUHODWHRUtD\ODSUiFWLFD
(Q  VH FUHD HO &RQVHMR )HGHUDO GH 0HGLR $PELHQWH TXH UH~QH
SHULyGLFDPHQWH WRGDV ODV SURYLQFLDV \ OD 6HFUHWDUtD GH 5HFXUVRV 1DWXUDOHV \
'HVDUUROOR6XVWHQWDEOH(QVHILUPyHO3DFWR)HGHUDO$PELHQWDOFRQHOILQ
GHFRQFUHWDUODVSROtWLFDVDPELHQWDOHVTXHVHYDQDDGRSWDU
(QHOPLVPRDxRFRQODUHIRUPDFRQVWLWXFLRQDODUWtFXOR$UJHQWLQDVH
FRPSURPHWHDEULQGDUOHVD WRGRV ORVFLXGDGDQRVHOGHUHFKRDGLVIUXWDUGHXQ
DPELHQWH VDQRHTXLOLEUDGR\DSWRSDUDHOGHVDUUROORKXPDQR/DVDFWLYLGDGHV
SURGXFWLYDV GHEHQ VDWLVIDFHU ODV QHFHVLGDGHV DFWXDOHV VLQ FRPSURPHWHU D ODV
SUy[LPDVJHQHUDFLRQHV\IRPHQWDUODSUHVHUYDFLyQ
/DVDXWRULGDGHVYHODQSRUHVWHGHUHFKRDOXVRUD]RQDEOHGHORVUHFXUVRV
QDWXUDOHV TXH SRVHH HO SDtV \ D OD SUHVHUYDFLyQ GHO SDWULPRQLR QDFLRQDO \
FXOWXUDODWUDYpVQRUPDVLQIRUPDFLyQ\HGXFDFLyQDPELHQWDO
6HJ~QLQIRUPHVDFWXDOHVDPELHQWDOHVGH$UJHQWLQDGHVWDFDQTXHHOSDtV
VHHQFXHQWUDLQPHUVRHQXQSDQRUDPDGHPHMRUDFRQWLQXDGHVGHHOVHKD
FRQYHUWLGRHQXQDGHODVHFRQRPtDVPiVLPSRUWDQWHGH$PpULFD/DWLQD
(QHOVHVDQFLRQyODOH\HQGRQGHVHH[SUHVDORVLJXLHQWH
³3UHVXSXHVWRVPtQLPRVSDUDHOORJURGHXQDJHVWLyQVXVWHQWDEOH\
DGHFXDGDGHODPELHQWHODSUHVHUYDFLyQ\SURWHFFLyQGHODGLYHUVLGDGELROyJLFD\
ODLPSOHPHQWDFLyQGHOGHVDUUROORVXVWHQWDEOH3ULQFLSLRVGHODSROtWLFDDPELHQWDO
3UHVXSXHVWRPtQLPR&RPSHWHQFLDMXGLFLDO,QVWUXPHQWRVGHSROtWLFD\JHVWLyQ
2UGHQDPLHQWRDPELHQWDO(YDOXDFLyQGHLPSDFWRDPELHQWDO(GXFDFLyQH
LQIRUPDFLyQ3DUWLFLSDFLyQFLXGDGDQD6HJXURDPELHQWDO\IRQGRGH
UHVWDXUDFLyQ6LVWHPD)HGHUDO$PELHQWDO5DWLILFDFLyQGHDFXHUGRVIHGHUDOHV
$XWRJHVWLyQ'DxRDPELHQWDO)RQGRGH&RPSHQVDFLyQ$PELHQWDO´
/HJDO HO HQWRUQR OHJDO VH UHILHUH D ODV QRUPDWLYDV \ UHTXLVLWRV TXH
GHEHQ FXPSOLPHQWDU ODV RUJDQL]DFLRQHV D ILQ GH OOHYDU D FDER VXV DFWLYLGDGHV
FRPHUFLDOHV EDMR UpJLPHQ GH OH\HV YLJHQWHV 'HQWUR GHO iPELWR LQGXVWULDO ODV
HPSUHVDVGHEHQFXPSOLUFRQUHJODPHQWDFLyQGHOSHUVRQDOSDUDHO LQJUHVRD OD
SODQWDTXHFRQWUDWyHO VHUYLFLR*HQHUDOPHQWH ORVFRQWUROHVVRQPiV ULJXURVRV
HQFRPSDxtDVGHPD\RUHQYHUJDGXUD\DTXHPXFKRVWHUFLDUL]DQHOFRQWUROGHO
LQJUHVR
$OJXQRV GH ORV GRFXPHQWRV D SUHVHQWDU VRQ IRUPXODULR  FRQ VX
FRUUHVSRQGLHQWH SDJR &HUWLILFDGR GH OD $VHJXUDGRUD GH 5LHVJRV GHO 7UDEDMR
$57 FRQ QyPLQD GH HPSOHDGRV UHFLERV GH VXHOGR FHUWLILFDGR GH QR

ϭϭĞƚĂůůĞƐĚĞůŝŶĨŽƌŵĞĚĞůĂhE^KƐŽďƌĞůĂ^ŝƚƵĂĐŝſŶŵďŝĞŶƚĂůĚĞƌŐĞŶƚŝŶĂ͕^ŝƚƵĂĐŝſŶĂŵďŝĞŶƚĂůĚĞƌŐĞŶƚŝŶĂʹ
ĐŽůŽŐşĂ͘ƌŐĞŶƚŝŶĂ͗ /ŶĨŽƌŵĞĚĞ ůĂKƌŐĂŶŝǌĂĐŝſŶĚĞ ůĂƐEĂĐŝŽŶĞƐhŶŝĚĂƐƉĂƌĂ ůĂĚƵĐĂĐŝſŶ͕ ůĂŝĞŶĐŝĂǇ ůĂƵůƚƵƌĂ
;hE^KͿ͘ŚƚƚƉƐ͗ͬͬĂƌŐĞŶƚŝŶĂǆƉůŽƌĂ͘ĐŽŵͬĂĐƚŝǀŝĚĂͬĞĐŽͬĞĐŽƵŶĞƐĐ͘Śƚŵη͘tǁ>ƵǌϬŝ&W/hͿ
ϭϮ WŽůşƚŝĐĂ ŵďŝĞŶƚĂů EĂĐŝŽŶĂů͘ >ĞǇ Ϯϱ͘ϲϳϱ͕ ƐĂŶĐŝŽŶĂĚĂ ϬϲͬϭϭͬϮϬϬϮ͕ ƉƌŽŵƵůŐĂĚĂ ƉĂƌĐŝĂůŵĞŶƚĞ ϮϳͬϭϭͬϮϬϬϮ͘
ƌŐĞŶƚŝŶĂ͗ /ŶĨŽƌŵĂĐŝſŶ >ĞŐŝƐůĂƚŝǀĂ͕ DŝŶŝƐƚĞƌŝŽ ĚĞ :ƵƐƚŝĐŝĂ Ǉ ĞƌĞĐŚŽƐ ŚƵŵĂŶŽƐ͕
ŚƚƚƉ͗ͬͬƐĞƌǀŝĐŝŽƐ͘ŝŶĨŽůĞŐ͘ŐŽď͘ĂƌͬŝŶĨŽůĞŐ/ŶƚĞƌŶĞƚͬĂŶĞǆŽƐͬϳϱϬϬϬͲϳϵϵϵϵͬϳϵϵϴϬͬŶŽƌŵĂ͘Śƚŵ




'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
UHSHWLFLyQQRWDGHHQWUHJDGHHOHPHQWRVGHSURWHFFLyQSHUVRQDOFRPSUREDQWH
GHFDSDFLWDFLyQVREUHVHJXULGDGHKLJLHQHHLQFOXVRDORVHPSOHDGRVDIHFWDGRV
D iUHDV SURGXFWLYDV OHV VROLFLWDQ OD SUHVHQWDFLyQ GH OD OLEUHWD VDQLWDULD SDUD
FRQWURODUHOSODQGHYDFXQDFLyQ
6L HO SHUVRQDO VH FRQWUDWD GH IRUPD H[WHUQD \ VH HQFXHQWUDQ EDMR HO
UpJLPHQ PRQRWULEXWLVWD R DXWyQRPR GHEH SUHVHQWDU SyOL]D GH VHJXUR GH
DFFLGHQWHV SHUVRQDOHV HQ GRQGH GHEH ILJXUDU HO QRPEUH GHO FOLHQWH FRPR
EHQHILFLDULR ~OWLPR FRPSUREDQWH GH SDJR GHO PRQRWULEXWR HOHPHQWRV GH
VHJXULGDGLQGXVWULDO\FRQVWDQFLDGHFDSDFLWDFLyQ
(VWDGRFXPHQWDFLyQDPSDUDFXDOTXLHULQFLGHQFLDGHULHVJRTXHWHQJDHO
SURYHHGRUGHQWURGHODHPSUHVD/DVJUDQGHVHPSUHVDVWHUFHUL]DQHVWHSURFHVR
DGPLQLVWUDWLYRSDUDRSWLPL]DU ORVSURFHGLPLHQWRVGHFRQWURO LQWHUQRUHGXFLHQGR
DOPi[LPRHOULHVJRGHFRPSOLFDFLRQHVOHJDOHVIXWXUDV

ESTUDIO DEL MERCADO 

Mercado y segmentación 
+LVWyULFDPHQWHHOPHUFDGRHVWDEDDVRFLDGRDOOXJDUHQGRQGHVHUHXQtDQ
ORVFRPSUDGRUHV\YHQGHGRUHVSDUDUHDOL]DUVXVRSHUDFLRQHVFRPHUFLDOHV(VWH
FRQFHSWR GH PHUFDGR HVWDED UHODFLRQDGR D XQ OXJDU JHRJUiILFR SHUR FRPR
FRQVHFXHQFLDGHODYDQFHGHODWHFQRORJtD\ODFRPXQLFDFLyQHVWHWpUPLQRVHKD
GHVSUHQGLGRGHVXFDUiFWHUORFDOLVWD
(Q ODDFWXDOLGDG ODGHILQLFLyQGHPHUFDGRKDFH UHIHUHQFLDDOFRQMXQWR
GHDFWRVGHFRPSUD\YHQWDDVRFLDGRVDXQSURGXFWRRVHUYLFLRFRQFUHWRHQXQ
PRPHQWRGHWLHPSRVLQTXHH[LVWDXQHVSDFLRGHWHUPLQDGR
(OPHUFDGRHVWiFRPSXHVWRSRUWRGDODRIHUWD\GHPDQGDGHSURGXFWRV\
VHUYLFLRV$OOtSRGHPRVHQFRQWUDU ODFRPSHWHQFLDGHHPSUHVDVTXH OXFKDQSRU
KDFHUVH XQ KXHFR HQ pO \ DO FRQMXQWR GH SHUVRQDV TXH GHPDQGDQ ELHQHV
'HQWURGHWDOVLJQLILFDWLYDFRQFHQWUDFLyQDODVFRPSDxtDVOHVUHVXOWDPX\GLItFLO
OOHJDUDWRGRHOS~EOLFRSRUORTXHORGLYLGHHQVHJPHQWRVGHPHUFDGRDORV
TXHVHGLULJHGHXQDIRUPDPiVHIHFWLYD
/DVHJPHQWDFLyQGHPHUFDGRHVXQSURFHVRTXHGLYLGHHOPHUFDGRWRWDO
GH XQ VHUYLFLR R ELHQ HQ YDULRV JUXSRV GH WDPDxRV PiV UHGXFLGRV TXH

ϭϯ ĞĨŝŶŝĐŝſŶ ĚĞ ŵĞƌĐĂĚŽ͘ ƌŐĞŶƚŝŶĂ͗ 'ůŽƐĂƌŝŽ ĚĞ ĐŽŶŽŵşĂ ^ŝŵƉůĞ͕
ŚƚƚƉƐ͗ͬͬǁǁǁ͘ĞĐŽŶŽŵŝĂƐŝŵƉůĞ͘ŶĞƚͬŐůŽƐĂƌŝŽͬŵĞƌĐĂĚŽ




'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
LQWHUQDPHQWH VH SUHVHQWDQ FRPR KRPRJpQHRV GH PRGR TXH FXHQWDQ FRQ
GHVHRV\KiELWRVGHFRPSUDSDUHFLGRV\TXHUHDFFLRQDUDQGHODPLVPDPDQHUD
DQWH HO SRGHU GHOPDUNHWLQJ &RQ HVWD VHJPHQWDFLyQ VH SUHWHQGH FRQRFHU XQ
SRFR PiV HQ SURIXQGLGDG D ORV FRQVXPLGRUHV H LGHQWLILFDU D ORV JUXSRV GH
FOLHQWHVVLPLODUHVFRQHOiQLPRGHDGDSWDUHOSURGXFWRDODVFDUDFWHUtVWLFDVTXH
GHPDQGDHOPHUFDGR
/D ILQDOLGDG GH HVWH DQiOLVLV HV FRQRFHU D TXp VHJPHQWR DVSLUD OD
HPSUHVD\FXiOHVVRQVXVJUXSRVGHFRQVXPLGRUHVSDUDDVtSRGHUHQIRFDUVXV
VHUYLFLRV \R SURGXFWRV HQ VDWLVIDFHU ODV QHFHVLGDGHV GH HVH VHJPHQWR
DGTXLULHQGRXQDYHQWDMDHQFRPSDUDFLyQDODFRPSHWHQFLD
(O FRQFHSWR VH VHJPHQWDFLyQ HV PX\ ~WLO SDUD ODV 3\0(V \D TXH OHV
RIUHFHODSRVLELOLGDGGHHVSHFLDOL]DUVHHQXQVHFWRUGHWHUPLQDGRGHSRWHQFLDOHV
FOLHQWHV/DVFRPSDxtDVTXHGHFLGHQDIURQWDUXQDVHJPHQWDFLyQGHPHUFDGROR
KDFHQ FRQ HO SURSyVLWR GH HVFRJHU XQ IUDJPHQWR GH FRQVXPLGRUHV TXH VH
DGHFXHQDVXVVHUYLFLRVRSURGXFWRV\ OHVSHUPLWDHODERUDUFDPSDxDVHQSRV
GHILGHOL]DUFOLHQWHV
Sector industrial 
(VWHPHUFDGR HV JHQHUDGR SRU ODV JUDQGHV HPSUHVDV R LQGLYLGXRV TXH
FRPSUDQ\YHQGHQVHUYLFLRVRELHQHVSDUDXVDUORVHQVXSURGXFFLyQSDUDOXHJR
DOTXLODUORVRYHQGHUORVDWHUFHURV
(QHOPHUFDGR LQGXVWULDO VHSXHGH LGHQWLILFDU WUHV VHFWRUHVHFRQyPLFRV
SULPDULR VHFXQGDULR \ WHUFLDULR &DGD XQR GH HOORV FRQWLHQH VXEGLYLVLRQHV \
GLIHUHQWHV UDPDVGHSURGXFFLyQ(VWRV VHFWRUHV WDO FRPR VH UHSUHVHQWDHQHO
VLJXLHQWHFXDGURVHHQFXHQWUDQLQHYLWDEOHPHQWHUHODFLRQDGRV
 




'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
Gráfico 3: SECTORES ECONÓMICOS 

Fuente: elaboración propia. 

 6HFWRUSULPDULRVHGHGLFDDH[SORWDU ORVUHFXUVRVQDWXUDOHVHVGHFLU
OR UHODWLYR D OD DJULFXOWXUD OD FD]D GH DQLPDOHV OD JDQDGHUtD OD
VLOYLFXOWXUD \ OD SHVFD REWHQLHQGR ORV SURGXFWRV GLUHFWDPHQWH GH OD
QDWXUDOH]D SDUD HO FRQVXPR GLDULR R SDUD FRQYHUWLOR HQPDWHULD SULPD
SDUDODLQVGXVWULD
 6HFWRU VHFXQGDULR HVWD DFWLYLGDG HFRQyPLFD WDPELpQ HV FRQRFLGD
FRPR VHFWRU LQGXVWULDO \ VH FRQFHQWUD HQ WUDQVIRUPDU ODPDWHULD SULPD
REWHQLGD HQ HO VHFWRU SULPDULR HQ SURGXFWRV LQVGXVWULDOHV FUHDQGR
GLVWLQWRV WLSRV GH DOLPHQWRV SURFHVDGRV ELHQHV \ SURGXFWRV 3DUD VX
GHVDUUROOR HV QHFHVDULR OD SDUWLFLSDFLyQ GH PDTXLQDULDV \ RSHUDULRV
FDOLILFDGRV
 6HFWRUWHUFLDULRODSURGXFFLyQGHOVHFWRUWHUFLDULRVHSXHGHFRQVLGHUDU
³LQYLVLEOH´EDVLFDPHQWHSRUTXHVHGHGLFDDRIUHFHU VHUYLFLRVQHFHVDULRV
SDUDPDQWHQHUHO IXQFLRQDPLHQWRGH ODHFRQRPtDHVGHFLUQRSURGXFH
ELHQHVYLVLEOHVR WDQJLEOHV3RURWUDSDUWHHO VHFWRU WHUFLDULR VXPLQLVWUD
ORV SURGXFWRV FUHDGRV SRU HO VHFWRU VHFXQGDULR \ PHMRUD VX
IXQFLRQDPLHQWR
5HIULJHUDFLyQ 3HUUL \ $VRFLDGRV 65/ SHUWHQHFH DO VHFWRU
WHUFLDULRSRUVHUXQDHPSUHVDGHVHUYLFLRVLQGXVWULDOHVTXHEULQGDSUHVWDFLRQHV
D ODV FRPSDxtDV GHO VHFWRU SULPDULR \ VHFXQGDULR /RV GHPDQGDQWHV VRQ




'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
RUJDQL]DFLRQHV GH GLIHUHQWHV UXEURV TXH FXHQWDQ FRQ PDTXLQDULD HVSHFtILFD
UHODFLRQDGD D OD UHIULJHUDFLyQ GH DFXHUGR DO QHJRFLR GH FDGD XQD
*HQHUDOPHQWH ODV HPSUHVDV TXH WUDEDMDQ FRQ OtQHDV GH SURGXFFLyQ
ODERUDWRULRV DOLPHQWRV QHFHVLWDQ FRQWDU FRQ HO VHUYLFLR GH PDQHUD
SHUPDQHQWHGDGDTXHVLOOHJDUDDRFXUULUDOJXQDVLWXDFLyQLPSUHYLVWDGHEHUtDQ
IUHQDU HO SURFHVR OR TXH VLJQLILFDUtD QR VyOR XQ SUREOHPD FRPHUFLDO VLQR
WDPELpQXQDXPHQWRLQHYLWDEOHHLQPHGLDWRGHORVFRVWRVGHSURGXFFLyQ
Demanda
3DUD WHQHU XQD QRFLyQ GH OD GHPDQGD HQ HO VHFWRU GH FREHUWXUD TXH
DFWXDOPHQWH DWLHQGH OD HPSUHVD VH YHULILFDURQ ORV VLJXLHQWHV GDWRV
FRUUHVSRQGLHQWHVD$UJHQWLQD%XHQRV$LUHV\&$%$\DOSDUWLGRGH*HQHUDO6DQ
0DUWtQ

Gráfico 4: INFORMACIÓN DE LAS ECONOMÍAS REGIONALES: ARGENTINA 

 ƌŐĞŶƚŝŶĂ
W/ĞŶŵŝůůŽŶĞƐĚĞƉĞƐŽƐ ϴϮϬϯϴϭϯ
WŽďůĂĐŝſŶ ϰϬϭϭϳϬϵϲ
ŵƉůĞŽWƌŝǀĂĚŽ&ŽƌŵĂů ϲϭϭϳϱϴϭ
^ĂůĂƌŝŽWƌŽŵĞĚŝŽ ϭϰϲϬϲ͕ϱ
/ŶĨŽƌŵĂůŝĚĂĚ;ƉĞƌƐŽŶĂƐͿ ϰϱϬϯϳϴϭ
ǆƉŽƌƚĂĐŝŽŶĞƐ;ĞŶ
ĚſůĂƌĞƐͿ
ϰϴϮϱϴϳϮϴϵϴϯ͕ϰϭ
ĂŶƚŝĚĂĚĚĞĞŵƉƌĞƐĂƐ ϲϱϰϯϳϰ
WƌŝŶĐŝƉĂůĞƐƉƌŽĚƵĐƚŽƐĚĞ
ĞǆƉŽƌƚĂĐŝſŶ
,ĂƌŝŶĂĚĞƐŽũĂ͕ƐŽũĂ͕
ĂĐĞŝƚĞĚĞƐŽũĂ
WƌŝŶĐŝƉĂůĞƐĚĞƐƚŝŶŽƐĚĞ
ĞǆƉŽƌƚĂĐŝſŶ
ƌĂƐŝů͕ŚŝŶĂ͕ƐƚĂĚŽƐ
hŶŝĚŽƐ

Fuente: elaboración propia basada en GPS de las Economías Regionales. Información regional. 
Argentina: Ministerio de Producción. http://mapaprod.produccion.gob.ar/#/dashboard 
 
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ϭϰ 'W^ ĚĞ ůĂƐ ĐŽŶŽŵşĂƐ ZĞŐŝŽŶĂůĞƐ͘ /ŶĨŽƌŵĂĐŝſŶ ƌĞŐŝŽŶĂů͘ ƌŐĞŶƚŝŶĂ͗ DŝŶŝƐƚĞƌŝŽ ĚĞ WƌŽĚƵĐĐŝſŶ͘
ŚƚƚƉ͗ͬͬŵĂƉĂƉƌŽĚ͘ƉƌŽĚƵĐĐŝŽŶ͘ŐŽď͘Ăƌͬηͬ




'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
Gráfico 5: INFORMACIÓN DE LAS ECONOMÍAS REGIONALES: BUENOS AIRES Y 
CABA 
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Fuente: elaboración propia basada en GPS de las Economías Regionales. Información regional. 
Argentina: Ministerio de Producción. http://mapaprod.produccion.gob.ar/#/dashboard

(Q %XHQRV $LUHV \ &$%$ VH FRQFHQWUD JUDQ SDUWH GH VX FDUWHUD GH
FOLHQWHV D ORV TXH SUHVWD VHUYLFLRV UHJXODUHV GH PDQWHQLPLHQWR \ D ORV TXH
SURYHHGHUHSXHVWRV/DVHPSUHVDVUHJLVWUDGDVVHJ~QHOLQIRUPHTXHHPLWLyHO
0LQLVWHULRGH3URGXFFLyQVRQHQHODxR(VWDVUHSUHVHQWDQHO
GHODWRWDOLGDGGHODVHPSUHVDVUDGLFDGDVHQ$UJHQWLQD
+DFHDOJXQRVDxRVODVSROtWLFDVGHHVWDGRIXHURQGHVWLQDGDVDIRPHQWDU
OD IRUPDFLyQ GH SDUTXHV LQGXVWULDOHV WDPELpQ OODPDGRV SRORV LQGXVWULDOHV HQ
GRQGHODVHPSUHVDVVHDJUXSDQFRPSDUWLHQGRHOPLVPRSUHGLR\VHUYLFLRVFRPR
DJXDHOHFWULFLGDGVHJXULGDGOLPSLH]DHQWUHRWURV'HHVWDPDQHUDDFFHGHQD
EHQHILFLRVSRUHMHPSORHQVX OtQHDGHSURGXFFLyQTXHWLHQGHQD ODUHGXFFLyQ
GH VXV FRVWRV ILMRV 'H DFXHUGR DO ~OWLPR UHJLVWUR H[LVWHQ VHWHQWD \ QXHYH
SDUTXHVGLVWULEXLGRVHQWUH%XHQRV$LUHV\&$%$%HQHILFLR
5HIULJHUDFLyQ 3HUUL DFWXDOPHQWH EULQGD VHUYLFLRV GHQWUR GH ORV SDUTXHV
LQGXVWULDOHV XELFDGRV HQ ODV ]RQDV GH 3LODU 7LJUH -RVp /HyQ 6XiUH] *HQHUDO
5RGUtJXH]HQWUHRWURV/DYHQWDMDGHWHQHUSUHVHQFLDGHQWURGHHVWRVSDUTXHV
VHYHUHIOHMDGDHQODUHFRPHQGDFLyQTXHODVHPSUHVDVKDFHQVREUHORVVHUYLFLRV
UHFLELGRVORTXHOHSHUPLWHD3HUULDUPDUXQDUXWDGHWUDEDMR\SRGHUDWHQGHU
HQHOGtDDWRGRVORVFOLHQWHVXELFDGRVGHQWURGHOPLVPRSUHGLR
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Ilustración 2: PARQUES INDUSTRIALES DENTRO DEL NOROESTE DEL GRAN 
BUENOS AIRES
Fuente: Google maps 
https://www.google.com.ar/maps/search/parques+industriales+buenos+aires/@-
34.4911136,-58.8498775,11z 

(VWH VHFWRU GH FREHUWXUD VH H[SDQGH FXDQGR KDODPRV GH H[SRUWDFLyQ
+DVWDHOPRPHQWR ODILUPDUHJLVWUDHQ ORV~OWLPRVFLQFRDxRVH[SRUWDFLRQHVD
SDtVHVGHOFRQWLQHQWH$PHULFDQRFRPR&RVWD5LFD&RORPELD\3HU~
/DV HPSUHVDVPXOWLQDFLRQDOHV FRQ SODQWD HQ$UJHQWLQD KDQ FRQWUDWDGR
VHUYLFLRVSDUDRWUDVILOLDOHVTXHVHHQFXHQWUDQHQHOH[WHULRUTXHSHUWHQHFHQDOD
PLVPDILUPDRDOPLVPRJUXSRFRUSRUDWLYR/RVOtPLWHVJHRJUiILFRVQRDIHFWDQHO
DOFDQFHTXHSXHGDWHQHUODHPSUHVDHQRWURVPHUFDGRV
Competencia
&XDQGRKDEODPRVGHFRPSHWHQFLDQRVUHIHULPRVDHPSUHVDVVLPLODUHVD
OD GHO FDVR GH HVWXGLR \ TXH FXPSODQ OD PLVPD IXQFLyQ GHQWUR GHO VHFWRU
LQGXVWULDOHQHOTXHVHGHVHPSHxD6LELHQHQHOUXEURKD\PXFKRVRIHUHQWHV
QRWRGRVFXPSOHQFRQODVFRQGLFLRQHVTXHLPSRQHHOPHUFDGRSDUDHQIUHQWDUD
ODGHPDQGD
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&RQHOILQGHUHDOL]DUXQDQiOLVLVPiVFRQFUHWRHOHQIRTXHVHKL]RVREUH
ODVHPSUHVDVUDGLFDGDVGHQWURGHO*UDQ%XHQRV$LUHV\OD&LXGDG$XWyQRPDGH
%XHQRV$LUHV
 &OLPD[ 5HIULJHUDFLyQ ,QGXVWULDO VH HQFXHQWUD XELFDGD HQ 9LOOD
0DGHURSDUWLGRGH/D0DWDQ]D6HGHGLFDQDODIDEULFDFLyQGHPiTXLQDV
HQIULDGRUDV GH OtTXLGR \ EULQGDQ DVHVRUDPLHQWR \ VHUYLFLR WpFQLFR GH
UHIULJHUDFLyQ LQGXVWULDO 7LHQHQ XQD DQWLJHGDG GH WUHLQWD DxRV HQ HO
PHUFDGR3iJLQDZHEKWWSVZZZFOLPD[UHIULJHUDFLRQLQGXVWULDOFRP
 5HI6ROXFLRQHV,QGXVWULDO&RPHUFLDOHVWiXELFDGDHQODORFDOLGDG
\ SDUWLGR GH 0RUHQR 6H HQIRFDQ SULQFLSDOPHQWH HQ OD LQVWDODFLyQ GH
FiPDUDV IULJRUtILFDV DVHVRUDPLHQWR \ PDQWHQLPLHQWR GH DLUHV
DFRQGLFLRQDGRV $GHPiV RIUHFHQ VHUYLFLR GH SRVW YHQWD \ EULQGDQ
FDSDFLWDFLRQHVGH LQVWDODFLyQGHDLUHVGLULJLGDVD WpFQLFRVPDWULFXODGRV
&XHQWDQFRQPiVGH WUHLQWD\RFKRDxRVGHH[SHULHQFLDHQHO UXEUR \
DWLHQGHQ FOLHQWHV HQ VX PD\RUtD GH OD ]RQD 2HVWH 6X VLWLR ZHE HV
KWWSZZZUHIVROXFLRQHVFRPDU
 5HIULFHQWUR 6$ HV XQD HPSUHVD GH RULJHQ FKLOHQD FRQ VXFXUVDO HQ
$UJHQWLQD 6H HVSHFLDOL]DEDQ HQ OD DWHQFLyQ GH OD LQGXVWULD DOLPHQWLFLD
SHUROXHJRVHH[SDQGLHURQKDFLDRWUDVFRPRODERUDWRULR\IDUPDFpXWLFD
WHOHFRPXQLFDFLRQHV PLQHUtD SHVFD \ DFXLFXOWXUD DJURLQGXVWULD
GLVWULEXFLyQ\DOPDFHQDPLHQWR'HDFXHUGRDVXVWUHVOtQHDVGHQHJRFLR
VHRFXSDQGHXQVLVWHPDLQWHJUDOGHHQIULDPLHQWRFRQLQVWDODFLyQSXHVWD
HQPDUFKD\SRVWHULRUHVFRQWUROHV3RUHMHPSORRIUHFHQREUDV OODYHHQ
PDQRTXHLQFOX\HQFiPDUDVIULJRUtILFDVW~QHOGHIUtRFKLOOHUVPiTXLQDV
GH KLHOR FRQJHODGRUHV GH SODFD $GHPiV VH GHGLFDQ D OD YHQWD GH
VXPLQLVWURVSDUDHTXLSRV\FXHQWDQFRQXQDPSOLRVHUYLFLRGHSRVWYHQWD
&RQ FDVL FXDWUR GpFDGDV HQ HO PHUFDGR DOJXQRV GH VXV FOLHQWHV PiV
UHFRQRFLGRV VRQ -XPER 6RGLPDF 1HVWOp 'DQRQH '+/ :DOPDUW
8QLOHYHUHQWUHRWUDV6XSiJLQDGHLQWHUQHWKWWSZZZUHIULFHQWURFO
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Ilustración 3: PRINCIPALES CLIENTES DE REFRIGERACIÓN PERRI Y ASOCIADOS 
S.R.L. 

Fuente: elaboración propia. 
 
&




'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
CAPÍTULO II: LAS ORGANIZACIONES Y SU 
PROCESO DE GESTIÓN 

LA ORGANIZACIÓN COMO SISTEMA 

Sistemas sociales y abiertos 
/DV RUJDQL]DFLRQHV VRQXQLGDGHV VRFLDOHV R DJUXSDFLRQHV KXPDQDV
LQWHQFLRQDOPHQWH FRQVWUXLGDV \ UHFRQVWUXLGDV SDUD HO ORJUR GH REMHWLYRV
HVSHFtILFRV
6LJQLILFDTXHVHHULJHQGHPDQHUDSODQHDGD\RUJDQL]DGDSDUDHO ORJUR
GH REMHWLYRV GHWHUPLQDGRV $ PHGLGD TXH VH ORJUDQ ORV REMHWLYRV \ TXH VH
GHVFXEUHQ PHGLRV SDUD REWHQHUORV FRQ PHQRU FRVWR \ HVIXHU]R ODV
RUJDQL]DFLRQHVVHUHFRQVWUX\HQHVGHFLUVHUHHVWUXFWXUDQ\VHUHGHILQHQ
8Q VLVWHPD DELHUWR HV XQ FRQMXQWR GH HOHPHQWRV UHODFLRQDGRV
GLQiPLFDPHQWHTXHGHVDUUROODQXQDDFWLYLGDGSDUDORJUDUGHWHUPLQDGRREMHWLYR
7RGR VLVWHPD RSHUD VREUH OD PDWHULD HQHUJtD R LQIRUPDFLyQ REWHQLGDV GHO
DPELHQWH ODV FXDOHV FRQVWLWX\HQ LQVXPRV R HQWUDGDV LQSXWV GH UHFXUVRV
QHFHVDULRV SDUD TXH IXQFLRQH HO VLVWHPD /DV GLYHUVDV SDUWHV GHO VLVWHPD
VXEVLVWHPDVRSHUDQHVRV UHFXUVRV\ ORV WUDQVIRUPDQHQVDOLGDVR UHVXOWDGRV
RXWSXWVSDUDGHYROYHUORVDODPELHQWHUHWURDOLPHQWDFLyQ
 
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Gráfico 6: EL SISTEMA Y SUS CUATRO ELEMENTOS ESENCIALES 

Fuente: elaboración propia basada en Chiavenato, I., 2011, pág. 11. 
  
/DWHRUtDGHORVVLVWHPDVRIUHFHXQHVTXHPDFRQFHSWXDOTXHSHUPLWHDO
PLVPR WLHPSR HO DQiOLVLV \ OD VtQWHVLV GH OD RUJDQL]DFLyQ HQ XQ DPELHQWH
FRPSOHMR \ GLQiPLFR /DV SDUWHV R iUHDV GH OD RUJDQL]DFLyQ VH FRQVLGHUDQ
VXEVLVWHPDVLQWHUUHODFLRQDGRVGHQWURGHXQVXSUDVLVWHPD(VWDVLQWHUUHODFLRQHV
SURYRFDQXQDLQWHJUDFLyQVLQpUJLFDGHOVLVWHPDGHPDQHUDTXHHOWRGRHVPD\RU
TXH OD VXPD GH ODV SDUWHV R DO PHQRV GLIHUHQWH  /D RUJDQL]DFLyQ UHFLEH
LQVXPRV GHO DPELHQWH UHTXLHUH VXPLQLVWURV UHQRYDGRV GH HQHUJtD GH RWUDV
LQVWLWXFLRQHVGHSHUVRQDVRGHODPELHQWH/DRUJDQL]DFLyQSURFHVD\WUDQVIRUPD
VXV LQVXPRV HQ SURGXFWRV WHUPLQDGRV HQ VHUYLFLRV SUHVWDGRV HQ SHUVRQDV
FDSDFLWDGDV HWFpWHUD /RV VLVWHPDV DELHUWRV H[SRUWDQ SURGXFWRV R UHVXOWDGRV
VDOLGD X RXWSXW DO DPELHQWH (O FLFOR LPSRUWDFLyQSURFHVRH[SRUWDFLyQ
FRQVWLWX\HODEDVHGHODLQWHUDFFLyQGHOVLVWHPDDELHUWRFRQHODPELHQWH
,QIRUPDFLyQFRPRLQVXPRUHDOLPHQWDFLyQQHJDWLYD\FRGLILFDFLyQ
/RV VLVWHPDV DELHUWRV UHFLEHQ FRPR LQVXPRV PDWHULDOHV TXH VH
WUDQVIRUPDQ R PRGLILFDQ SRU HO WUDEDMR TXH UHDOL]DQ 3HUR WDPELpQ REWLHQHQ
LQVXPRV GH FDUiFWHU LQIRUPDWLYR TXH SURSRUFLRQDQ D OD HVWUXFWXUD VHxDOHV
DFHUFDGHODPELHQWH\GHVXSURSLRIXQFLRQDPLHQWRHQUHODFLyQFRQHOPHGLR(O
WLSR PiV VHQFLOOR GH HQWUDGD GH LQIRUPDFLyQ HV OD UHDOLPHQWDFLyQ QHJDWLYD
QHJDWLYHIHHGEDFNTXH OHSHUPLWHDOVLVWHPDFRUUHJLUVXVGHVYLDFLRQHVGH OD
OtQHDDGHFXDGD&XDQGRODUHDOLPHQWDFLyQQHJDWLYDVHLQWHUUXPSHODHVWDELOLGDG
GHO VLVWHPD GHVDSDUHFH \ VXV IURQWHUDV VH GHVYDQHFHQ SXHV WDO GLVSRVLWLYR
SHUPLWHTXHHOVLVWHPDVHPDQWHQJDHQHOFXUVRFRUUHFWRVLQDEVRUEHUHQHUJtD
HQH[FHVRQLJDVWDUODGHPDVLDGR

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/DRUJDQL]DFLyQFRPRWRGRVLVWHPDDELHUWRWLHQGHDODGLIHUHQFLDFLyQHV
GHFLU D OD PXOWLSOLFDFLyQ \ HODERUDFLyQ GH IXQFLRQHV TXH LPSOLFDQ WDPELpQ
SURSDJDFLyQ GH SDSHOHV \ GLIHUHQFLDFLyQ LQWHUQD /D GLIHUHQFLDFLyQ HV XQD
WHQGHQFLDKDFLDODHODERUDFLyQGHODHVWUXFWXUDTXHVHHQWLHQGHWDPELpQ
FRPRXQVLVWHPDVRFLRWpFQLFRHVWUXFWXUDGR
(O VLVWHPD WpFQLFR R WHFQROyJLFR VH GHWHUPLQD SRU ORV UHTXLVLWRV GH ODV
WDUHDVTXHVHUHDOL]DQHQODRUJDQL]DFLyQYDULDQGRPXFKRGHXQDHPSUHVDDOD
RWUD3DUDTXHRSHUHVHUHTXLHUHXQVLVWHPDVRFLDOFRPSXHVWRSRUSHUVRQDVTXH
VHUHODFLRQHQHLQWHUDFW~HQSURIXQGDPHQWH
(OVLVWHPDVRFLRWpFQLFRFRQVWDGHWUHVVXEVLVWHPDV
 6LVWHPD WpFQLFR R GH WDUHD FRPSUHQGH HO IOXMR GH WUDEDMR OD
WHFQRORJtD ORV SXHVWRV UHTXHULGRV SDUD OD WDUHD \ RWUDV YDULDEOHV
WHFQROyJLFDV
 6LVWHPDJHUHQFLDORDGPLQLVWUDWLYRGHILQH ORVREMHWLYRVHVWUXFWXUD
RUJDQL]DFLRQDO SROtWLFDV SURFHGLPLHQWRV \ UHJODV VLVWHPD GH
UHPXQHUDFLRQHV \ VDQFLRQHV OD PDQHUD GH WRPDU GHFLVLRQHV \ RWURV
SURFHGLPLHQWRVTXHIDFLOLWDQORVSURFHVRVDGPLQLVWUDWLYRV
 6LVWHPDVRFLDORKXPDQRVHUHODFLRQDFRQ ODFXOWXUDRUJDQL]DFLRQDO
FRQ ORV YDORUHV \ ODV QRUPDV \ FRQ OD VDWLVIDFFLyQ GH ODV QHFHVLGDGHV
SHUVRQDOHV WDPELpQVHHQFXHQWUDQ ODRUJDQL]DFLyQ LQIRUPDOHOQLYHOGH
PRWLYDFLyQGHORVHPSOHDGRV\VXVDFWLWXGHVLQGLYLGXDOHV
Niveles organizacionales 
1R WRGD OD RUJDQL]DFLyQ VH FRPSRUWD FRPR XQ VLVWHPD DELHUWR OD
HVWUXFWXUD \ HO FRPSRUWDPLHQWR RUJDQL]DFLRQDO VRQ YDULDEOHV GHSHQGLHQWHV
PLHQWUDV TXH HO DPELHQWH \ OD WHFQRORJtD VRQ YDULDEOHV LQGHSHQGLHQWHV (O
DPELHQWH LPSRQH D OD RUJDQL]DFLyQ GHVDItRV H[WHUQRV PLHQWUDV TXH OD
WHFQRORJtD SUHVHQWD GHVDItRV LQWHUQRV 3DUD HQIUHQWDU HVWRV GHVDItRV VH
GLVWLQJXHQWUHVQLYHOHVRUJDQL]DFLRQDOHV

Gráfico 7: LOS TRES NIVELES ORGANIZACIONALES Y EL AMBIENTE 
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0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD

Fuente: elaboración propia basada en Chiavenato, I., 2011, pág. 23.  

 1LYHO LQVWLWXFLRQDO FRUUHVSRQGH DO QLYHO PiV DOWR LQWHJUDGR SRU
GLUHFWRUHVSURSLHWDULRVRDFFLRQLVWDV\DOWRVHMHFXWLYRV6H ORGHQRPLQD
QLYHO HVWUDWpJLFR SRUTXH HV GRQGH VH WRPDQ ODV GHFLVLRQHV \ VH
HVWDEOHFHQ WDQWR ORV REMHWLYRV FRPR ODV HVWUDWHJLDV QHFHVDULDV SDUD
DOFDQ]DUORV(VWHQLYHOFRQVWLWX\HODFRQH[LyQFRQHODPELHQWH\IXQFLRQD
FRPR XQ VLVWHPD DELHUWR 'HEH HQIUHQWDUVH D OD LQFHUWLGXPEUH VREUH
HYHQWRVDPELHQWDOHVGHOSUHVHQWH\GHOIXWXUR
 1LYHOLQWHUPHGLRVHORFRQRFHWDPELpQFRPRQLYHOWiFWLFRPHGLDGRUR
JHUHQFLDO 6H HQFDUJD GH DGHFXDU ODV GHFLVLRQHV WRPDGDV HQ HO QLYHO
LQVWLWXFLRQDO HQ OD DOWD GLUHFFLyQ D ODV DFFLRQHV UHDOL]DGDV HQ HO QLYHO
RSHUDFLRQDO HQ OD EDVH GH OD RUJDQL]DFLyQ &RUUHVSRQGH D OD OtQHD GH
PHGLR FDPSR \ HVWi IRUPDGR SRU OD DGPLQLVWUDFLyQ PHGLD (O QLYHO
LQWHUPHGLR DPRUWLJXD ORV LPSDFWRV GH OD LQFHUWLGXPEUH GHO DPELHQWH
SURYHQLHQWHVGHOQLYHOLQVWLWXFLRQDOORVDEVRUEH\ORVGLULJHSDUDOOHYDUDO
QLYHO RSHUDFLRQDO ORV SURJUDPDV UXWLQDV \ SURFHGLPLHQWRV GH WUDEDMR
UtJLGDPHQWHHVWDEOHFLGRVTXHHVWH~OWLPRKDEUiGHVHJXLUSDUDHMHFXWDU
FRQHILFLHQFLDODVWDUHDVEiVLFDVGHODRUJDQL]DFLyQ
 1LYHORSHUDFLRQDO VH OR FRQRFH WDPELpQFRPRQLYHO WpFQLFRRQ~FOHR
WpFQLFR \ VH HQFXHQWUD HQ ODV iUHDV LQWHUQDV H LQIHULRUHV GH OD
RUJDQL]DFLyQ(VHOQLYHORUJDQL]DFLRQDOPiVEDMRHQGRQGHVHUHDOL]DQ
ODV WDUHDV \ WDPELpQ ODV RSHUDFLRQHV &RPSUHQGH OD SURJUDPDFLyQ \
UHDOL]DFLyQGHODVDFWLYLGDGHVFRWLGLDQDVGHODHPSUHVD$EDUFDHOWUDEDMR
EiVLFRUHODFLRQDGRFRQ ODHODERUDFLyQGH ORVSURGXFWRVRVHUYLFLRVGH OD




'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
RUJDQL]DFLyQ FX\D UHDOL]DFLyQ GHEH VHJXLU GHWHUPLQDGDV UXWLQDV \
SURFHGLPLHQWRV SURJUDPDGRV FRQ XQD UHJXODULGDG \ FRQWLQXLGDG TXH
JDUDQWLFHQ OD XWLOL]DFLyQ SOHQD GH ORV UHFXUVRV GLVSRQLEOHV \ ODPi[LPD
HILFLHQFLDHQODVRSHUDFLRQHV
+DELWXDOPHQWHODUHSUHVHQWDFLyQJUiILFDGHODHVWUXFWXUDGHXQDHPSUHVD
RLQVWLWXFLyQVHUHSUHVHQWDPHGLDQWHXQRUJDQLJUDPDHVTXHPDHQHOFXDOVH
PXHVWUDQ ODV UHODFLRQHV MHUiUTXLFDV ODV IXQFLRQHV GH ORV GLVWLQWRV
GHSDUWDPHQWRVDVt FRPR WDPELpQ ODVSHUVRQDVTXH WUDEDMDQHQHOORV (QHVWH
VHQWLGR HO RUJDQLJUDPD HV XQD KHUUDPLHQWD LQIRUPDWLYD \ DGPLQLVWUDWLYD TXH
H[SRQHGHIRUPDVLQWpWLFD\XQLIRUPHODHVWUXFWXUDIRUPDOGHXQDRUJDQL]DFLyQ

Gráfico 8: ORGANIGRAMA EMPRESARIAL 

Fuente: elaboración propia. 

([LVWHQGLIHUHQWHVWLSRVGHRUJDQLJUDPD
 9HUWLFDOHVDTXHOFX\DGLVWULEXFLyQGHMHUDUTXtDVVHRUJDQL]DDSDUWLUGHO
SXHVWRTXHRFXSDODPD\RUDXWRULGDGHQHOWRSHVLHQGRTXHODVXQLGDGHV
GHSDUWDPHQWDOHVYDQGLVPLQX\HQGRVXUDQJRFRQIRUPHGHVFLHQGHQHQHO
SODQR
 +RUL]RQWDO PXHVWUD GLVWULEXFLRQHV UDPLILFDGDV GH VXV XQLGDGHV
GHSDUWDPHQWDOHVGHL]TXLHUGDDGHUHFKDVLHQGRTXHHOH[WUHPRL]TXLHUGR
ORRFXSDHOFDUJRPD\RUGHMHUDUTXtD/DVXQLGDGHVGHSDUWDPHQWDOHVYDQ
GHVFHQGLHQGR HQ VXV UHVSRQVDELOLGDGHV FRQIRUPH VH DYDQ]D KDFLD OD
GHUHFKD

ϭϴŚŝĂǀĞŶĂƚŽ͕/͕͘ŽƉ͘Đŝƚ͕͘;ϮϬϭϭͿ͕ƉĄŐƐ͘ϮϮͲϮϯ͘
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
'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
 0L[WR FRPELQD ODGLVWULEXFLyQGH ODVXQLGDGHVGHSDUWDPHQWDOHVGH ORV
RUJDQLJUDPDVYHUWLFDO\KRUL]RQWDO
 &LUFXODU HV HVWH JUiILFR HO SXHVWR GH PD\RU MHUDUTXtD VH HQFXHQWUD
UHSUHVHQWDGR HQ HO FHQWUR GHO HVTXHPD VLHQGR TXH ODV SRWHVWDGHV
MHUiUTXLFDV GHFUHFHQ FRQIRUPH ODV UDPLILFDFLRQHV GHSDUWDPHQWDOHV VH
DSDUWDQGHOFHQWURGHOFtUFXORKDFLDORVH[WUHPRV
 (VFDODUHVXQHVTXHPDUHSUHVHQWDWLYRVLPLODUDXQDHVFDOHUDLQYHUWLGD
TXHHPSOHDHOXVRGHVDQJUtDVSDUDPRVWUDU ODHVWUXFWXUD MHUiUTXLFDGH
XQD HPSUHVD &XDQWR PD\RU HV OD VDQJUtD PHQRU HV OD DXWRULGDG GHO
FDUJR\YLFHYHUVD
 )XQFLRQDO VH GHQRPLQD DTXHO GRQGH ODV IXQFLRQHV FRPSHWHQFLDV \
DWULEXFLRQHVGHFDGDXQLGDGGHSDUWDPHQWDOVHHQFXHQWUDQHVSHFLILFDGDV
7LHQHXQDJUDQXWLOLGDGLQIRUPDWLYDSDUDUHDOL]DUXQDSUHVHQWDFLyQIRUPDO
VREUHODHVWUXFWXUD\IXQFLRQDPLHQWRGHODHPSUHVD
Ciclo de vida empresarial 
/DV SULQFLSDOHV LQIOXHQFLDV TXH DIHFWDQ DO FRPSRUWDPLHQWR GH ORV VHUHV
KXPDQRVHVWiQUHODFLRQDGDVFRQHOSDVRGHOWLHPSR&RQODVHPSUHVDVRFXUUHOR
PLVPR SDUWLHQGR GH OD LGHD GH TXH WRGR RUJDQLVPR FDPELD \ HYROXFLRQD
LQGHSHQGLHQWHPHQWHGHVXQDWXUDOH]DGHWLSRRUJiQLFRHVLPSRUWDQWHGHVWDFDU
TXH ODV RUJDQL]DFLRQHV QR VRQ OD H[FHSFLyQ /RV RUJDQLVPRV GHO WLSR
HPSUHVDULDOFDPELDQHYROXFLRQDQ\VHYDQDGDSWDQGRDVXUHDOLGDGSRUPHGLR
GH XQ SURFHVR TXH VH FRPSRQH SRU GLYHUVDV HWDSDV GHQWUR GH ODV FXDOHV OD
IRUPD GH RUJDQL]DFLyQ \ ODPDQHUD GH GLULJLUOD VH YHQPRGLILFDGDV (O
UHWRSDUDHOHPSUHVDULRFRQVLVWHHQ ORJUDUTXH ORVFDPELRVVHYXHOYDQiUHDV
GH RSRUWXQLGDG TXH HYLWHQ HQ OD PD\RU PHGLGD SRVLEOH TXH XQ RUJDQLVPR
OOHJXH D XQD HWDSD GH GHFOLYH UXLQD R PXHUWH DGHPiV GH SRWHQFLDU VXV
FRQGLFLRQHVSDUDDOFDQ]DUXQDPHMRUSRVLFLyQGHGHVDUUROOR
(O FLFOR GH YLGD GH XQD RUJDQL]DFLyQ VH SXHGH JUDILFDU PHGLDQWH XQD
FXUYDFRQRFLGDFRPR³FDPSDQDGH*DXVV´GRQGHFRPRHQWRGRFLFORYLWDOKD\
XQQDFLPLHQWRXQFUHFLPLHQWRXQDHVWDELOLGDG\XQDGHFDGHQFLDSUHYLDDXQD
SRVLEOHGHVDSDULFLyQ
 




'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
Gráfico 9: CICLO DE VIDA EMPRESARIAL 

Fuente: elaboración propia. 

'LFKRV FLFORV YDQ D GHSHQGHU HQ JUDQ PHGLGD GHO SDtV GRQGH VH
HQFXHQWUH OD HPSUHVD SHUR VREUH WRGR GHO VHFWRU GRQGH VH GHVHQYXHOYDQ
JHQHUDOPHQWH ORV GHO iUHD GH WHFQRORJtD VRQ FRUWRV ORV GH VHUYLFLRV VRQ
PHGLRV\ORVGHLQGXVWULDVPDGXUDVVRQODUJRV1RREVWDQWHFDGDHPSUHVDHV
XQFDVRSDUWLFXODU\HOWLHPSRTXHGXUHFDGDFLFORYDUtD
'HQWURGHHVWHPRGHOR FtFOLFR VHSURGXFHQXQ FRQMXQWRGHYDULDEOHV \
SDXWDVHVSHFtILFDVTXHVLJXHQXQFRPSRUWDPLHQWRGLIHUHQFLDGRDORODUJRGHORV
GLYHUVRV HVWDGLRV GH YLGD GH OD HPSUHVD \ DSOLFDQ HVDV YDULDEOHV R SDWURQHV
FRPRHMHVSDUDVLVWHPDWL]DU\SUHGHFLUVXHYROXFLyQ
(OPDUFRFRQFHSWXDOTXHLQFRUSRUDHOFLFORGHYLGDVLUYHFRPRJXtDSDUD
GHILQLUXQDHVWUDWHJLDSDUDFDGDVLWXDFLyQHVGHFLUSDUDFDGDIDVH
/DV QHFHVLGDGHV GH UHFXUVRV \ FDSDFLGDGHV GLILHUHQ HQ FDGD HWDSD \D
TXHORVUHTXHULPLHQWRV\HOWLSRGHUHVSXHVWDHQFDGDFDVRVRQ~QLFRV(VSRU
HOOR TXH UHVXOWD GHWHUPLQDQWH GLVHxDU XQD FDUWHUD GH QHJRFLRVSURGXFWRV
FRPSHQVDGDHQFDGDHWDSD
/DVSULQFLSDOHVFDUDFWHUtVWLFDVGHODVIDVHVGHOFLFORGHYLGDRUJDQL]DFLRQDO
VRQODVVLJXLHQWHV
(WDSD,QWURGXFFLyQ/DQ]DPLHQWR




'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
 (WDSDHPSUHQGHGRUD
 )XHUWHLQYHUVLyQHQUHFXUVRV\WLHPSR
 (OQLYHOGHLPSOLFDFLyQHVDOWtVLPRHQWRGRVORVDVSHFWRV
 (OIRFRUHVLGHHQHOODQ]DPLHQWRGHOSURGXFWRRVHUYLFLR
 /DVLWXDFLyQHQHVWDIDVHHVXQWDQWRYXOQHUDEOH
 'HODFRQFHSWXDOL]DFLyQDYLDELOLGDGGHODLGHD
 (WDSDGHFUHDWLYLGDGLQFHUWLGXPEUHULHVJR\WDPELpQGHDSUHQGL]DMH
 (OSODQGHQHJRFLRUHVXOWDWRGDYtDPX\³WHyULFR´
 /DDVLJQDFLyQGHUHFXUVRV\VLVWHPDVGHJHVWLyQ\DGPLQLVWUDFLyQQRHV
XQDSULRULGDGWRGDYtD
 /DRUJDQL]DFLyQHVWRWDOPHQWHLQIRUPDO\VLQGHOHJDFLyQDOJXQD
(O REMHWLYR SULQFLSDO HV VREUHYLYLU D HVWD SULPHUD IDVH \ YDOLGDU HQ OD
PHGLGDGH ORSRVLEOHHOSURGXFWRVROXFLyQ\PRGHORGHQHJRFLR,PSODQWDUVH
HQHOPHUFDGR
(WDSD&UHFLPLHQWR'HVDUUROOR
 6HHPSLH]DDYDOLGDUHOPRGHORGHQHJRFLR
 0RPHQWRGHDFHOHUDUHOFUHFLPLHQWR\FRQVHJXLUWDPDxR
 $SURYHFKDUHOPi[LPRGHRSRUWXQLGDGHV
 &RQVHJXLUYROXPHQ\SDUWLFLSDFLyQGHPHUFDGR
 &RQWLQ~DODFDSWDFLyQGHFOLHQWHV\HPSLH]DHOGHVDUUROORGHORVPLVPRV
 /D FRPSOHMLGDG GH OD RSHUDFLyQ FUHFH OR TXH KDFH QHFHVDULD OD
HVSHFLDOL]DFLyQHQGLIHUHQWHViUHDVGHODHPSUHVD
 /DDGPLQLVWUDFLyQJHVWLyQ\FRQWUROGHOQHJRFLRHVFODYH
 6HHVWDEOHFHQORVSULPHURVREMHWLYRVDFRUWR\PHGLDQRSOD]R
 /DFRPXQLFDFLyQDQLYHOLQWHUQR\H[WHUQRVRQLPSUHVFLQGLEOHV
/D LGHD HQ HVWD HWDSD HV SRGHU ORJUDU XQ FUHFLPLHQWR VRVWHQLEOH GH
QHJRFLR\DVXYH]DOFDQ]DUXQDH[SDQVLyQ\SHQHWUDFLyQGHPHUFDGR
(WDSD0DGXUH]±&RQVROLGDFLyQ




'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
 6H KD YDOLGDGR HO PRGHOR GH QHJRFLR FRQ p[LWR SHUR DSDUHFHQ QXHYR
UHWRVGHtQGROHFRPSHWLWLYD
 /D RUJDQL]DFLyQ HVWUXFWXUD \ JHVWLyQ VH SURIHVLRQDOL]D VLVWHPDV
SURFHGLPLHQWRVSURFHVRVHQWUHRWURV
 6HDMXVWDQODVQHFHVLGDGHV\ORVUHTXHULPLHQWRVGHORVFOLHQWHV
 (VQHFHVDULRSUHVWDUHVSHFLDODWHQFLyQDODFRPSHWHQFLD
 (OSRVLFLRQDPLHQWRFUHGLELOLGDG\FDSDFLGDGGHRIUHFHUVRVWHQLELOLGDGHV
FODYHHQHVWDIDVH
 6H EXVFD OD Pi[LPD HILFLHQFLD SHUR WDPELpQ VH JHQHUDOL]D XQ FLHUWR
WHPRUDOHUURU&RQYLHQHUHRUJDQL]DU\UHWRPDUHOHQWXVLDVPR
 7HQGHQFLDDPDQWHQHUHO³FRQIRUW´\ ODVHVWUXFWXUDVIRUPDOHVDOILQDOGH
HVWDHWDSD
 5HIOH[LRQDU VREUH FyPR HO QHJRFLR GHEHUtD RSHUDU SDUD JDUDQWL]DU HO
IXWXURGHODHPSUHVD
(Q HVWD IDVH OR IXQGDPHQWDO HV PDQWHQHU OD UHQWDELOLGDG \ HYLWDU OD
VDWXUDFLyQ(VFODYHSRGHUFRQVROLGDUODSRVLFLyQ
(WDSD'HFOLYH2EVROHVFHQFLD3RVLEOHVXSHUYLYHQFLD
(VWDIDVHGHLQLFLDFLyQDOGHFOLYHDSDUHFHFXDQGR
 /DFRPSDxtDQRHVFDSD]GHDQWLFLSDUVHDORVFDPELRVGHODGHPDQGD
 6HGHMDGHSUHVWDUDWHQFLyQDODVWHQGHQFLDVGHPHUFDGR
 )DOWDGHFDSDFLGDGSDUDDGDSWDUHOPRGHORGHQHJRFLR
 1RSRGHUQHXWUDOL]DUDTXHOORVDVSHFWRVTXHDPHQD]DQODVXSHUYLYHQFLD
 0LRStDRLQFOXVRFHJXHUDGHODVDODUPDVLQWHUQDVH[WHUQDV
 ,QDFWLYLGDGRSpUGLGDGH³WUDFFLyQ´FRPHUFLDO
 ,QHUFLDFRQIRUPLVPR
 $JRWDPLHQWRRUJDQL]DFLRQDO
 (OPHUFDGRVHVDWXUDGHQHJRFLRVVLPLODUHV
 6LWXDFLyQSXQWXDOGHFULVLVHQHOVHFWRURVHJPHQWRGHPHUFDGR




'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
1R REVWDQWH GHSHQGLHQGR GH OD JHVWLyQ \ WLSR GH HVWUDWHJLD XQD
HPSUHVDSXHGH OOHJDUDUHWRPDUHOFUHFLPLHQWRGHVGH OD IDVHGHGHFOLYHRGH
PDGXUH] PHGLDQWH XQ SURFHVR GH UHQDFLPLHQWR 3DUD YROYHU D UHVXUJLU OD
HPSUHVD GHEH UHLQYHQWDUVH FUHDU QXHYRV SURGXFWRV DOFDQ]DU QXHYRV
PHUFDGRV $Vt WDPELpQ WLHQH TXH DWUDYHVDU SRU XQD LQVWDQFLD GH
GHVEXURFUDWL]DFLyQ OR TXH LPSOLFD OD GHVFHQWUDOL]DFLyQGHGHFLVLRQHVSHUR FRQ
PD\RU FRRUGLQDFLyQ 5HVXOWD GH FDUiFWHU HVHQFLDO HO KHFKR GH IRPHQWDU OD
LQQRYDFLyQ HQ GLIHUHQWHV iPELWRV FRPR HQ ORV GH JUXSRV GH PHMRUD HQ ORV
SURFHVRVHQ ORVSURGXFWRVHQ ODRUJDQL]DFLyQHQ ODFRPHUFLDOL]DFLyQ,QFOXVR
VHSXHGHQOOHJDUDFUHDUGLYLVLRQHVILOLDOHV\FRRSHUDUFRQRWUDVHPSUHVDVSDUD
ODQ]DU QXHYRV SUR\HFWRV (Q FRQFOXVLyQ HO UHWR HV HVWD HWDSD HV UHRULHQWDUVH
SDUD DVHJXUDU OD VXSHUYLYHQFLD UHWRPDQGR XQ QXHYR FLFOR HYLWDQGR DVt HO
GHFOLYH\DEDQGRQR
/D RWUD RSFLyQ HV OD HVWDELOLGDG DXQTXH GLItFLOPHQWH HVWD VH SXHGD
FRQVHJXLUWHQLHQGRHQFXHQWDHOFRQWH[WRHVGHXQPHUFDGRKLSHUFRPSHWLWLYR
&RPR~OWLPRSHUtRGRWUDQVFXUUHHOGHFOLYHILQDOL]DQGRFRQODOLTXLGDFLyQ
\PXHUWHGHODHPSUHVD

PLANIFICACIÓN ESTRATÉGICA 

(PSUHQGHGRUHVHOTXHFUHDHPSUHVDVHOYHUGDGHURHPSUHVDULRFRQ
IUHFXHQFLDHOSDWUyQHOSURSLHWDULR(OHPSUHQGHGRUHVFDSD]GHGHWHFWDU
RSRUWXQLGDGHV\WUDQVIRUPDUODVHQHPSUHVD(MHFXWLYRHVHOTXHUHVXHOYH
ORVSUREOHPDVTXHVHSUHVHQWDQHQODYLGDGHODVHPSUHVDV(OHMHFXWLYRVH
GHVWDFDSRUVXFDSDFLGDGSDUDSODQHDUSUHVXSXHVWDURUJDQL]DU\
FRQWURODU(OHMHFXWLYRVXHOHWUDEDMDUDVXHOGRHQHPSUHVDTXHQRKD
IXQGDGR\TXHQRVRQVX\DV/tGHUHVHOTXHHVFDSD]GHJHQHUDUXQD
LPDJHQIXWXUDGHODVLWXDFLyQGHODHPSUHVD\DUUDVWUDUFRQpODWRGDVODV
SDUWHVLPSOLFDGDV±WUDEDMDGRUHVGLUHFWLYRVDFFLRQLVWDVFOLHQWHV
SURYHHGRUHVEDQTXHURVVLQGLFDWRVHWF±SDUDKDFHUUHDOLGDGODLPDJHQ
$HVWDLPDJHQTXHFUHDHOOtGHUVHOHOODPD³YLVLyQ´(OOtGHUHVFDSD]GH
REWHQHUXQUHVXOWDGRH[WUDRUGLQDULRDWUDYpVGHXQDPRWLYDFLyQVXSHULRU
(Q XQ VHQWLGR DPSOLR HO JHUHQWH HV TXLHQ WLHQH D FDUJR XQ iUHD GH
UHVSRQVDELOLGDG GHVGH WRGD OD RUJDQL]DFLyQ WRPDGD HQ FRQMXQWR KDVWD XQ
VHFWRU R SUR\HFWR \ TXH SDUD HMHUFHU VX UHVSRQVDELOLGDG WDPELpQ WLHQH
SHUVRQDVDVXFDUJRSRUORTXHHQXQSULQFLSLRFXPSOHGLVWLQWRVUROHVHQGLFKD
FRQGXFFLyQ HQ IXQFLyQ GHO HOHPHQWR GH OD RUJDQL]DFLyQ TXH FRQVWLWX\H HO
SULQFLSDOREMHWRGHVXDFWLYLGDG




'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
 2SHUDGRUDFW~DSHUVRQDOPHQWHHQODRSHUDFLyQ
 $GPLQLVWUDGRU JHVWLRQD OD RSHUDFLyQ D WUDYpV GH RWUDV SHUVRQDV
LQFOX\HQGRHVSHFLDOPHQWHVXVFRODERUDGRUHV
 $UTXLWHFWRFUHDRPRGLILFDODDUTXLWHFWXUD
 +XPDQRVHRFXSDGHOGHVDUUROORGHODVSHUVRQDV
3DUDOOHYDUDFDERHVWRVUROHVHOJHUHQWHJHQHUDORIXQGDGRUHVWDEOHFH\
FRPXQLFD D ORV SDUWLFLSDQWHV ORV HOHPHQWRV SULQFLSDOHV TXH OOHYDQ D FDER HO
QHJRFLR\VXGLUHFFLyQ(VWRVHOHPHQWRVVXHOHQGHVFULELUVHFRPR³HOHPHQWRVGH
ODHVWUDWHJLD´TXHYDQGHXQPDUFRJHQHUDOTXHDFRVWXPEUDDH[SUHVDUVHHQ
WpUPLQRV JHQHUDOHV GH ³PLVLyQ´ ³YLVLyQ´ \ ³YDORUHV´ /XHJR HQ WpUPLQRV
HVSHFtILFRVVHIRUPXODQOD³FXOWXUD´ORV³REMHWLYRV´\OD³HVWUDWHJLD´
Elementos de la estrategia 
0LVLyQ
(V ODGHFODUDFLyQGHOSURSyVLWR\HODOFDQFHGH ODHPSUHVDHQ WpUPLQRV
GHOSURGXFWR\GHOPHUFDGR/DPLVLyQGHILQHHOSDSHOGHODRUJDQL]DFLyQGHQWUR
GHODVRFLHGDGHQODTXHVHHQFXHQWUD\VLJQLILFDVXUD]yQGHVHU/DPLVLyQGH
ODRUJDQL]DFLyQVHGHILQHHQWpUPLQRVGHODVDWLVIDFFLyQGHDOJXQDQHFHVLGDGGHO
DPELHQWHH[WHUQR\QRGHRIUHFHUXQVLPSOHSURGXFWRRVHUYLFLR/DPLVLyQVH
UHODFLRQDFRQHOQHJRFLRGH ODRUJDQL]DFLyQHVGHFLU ODVDFFLRQHVTXH OOHYDD
FDERSDUDJDQDUGLQHUR
/DPLVLyQGHEHVHUIRUPXODGDSRUHORORVOtGHUHV\FRPSDUWLGDFRQWRGRV
ORVPLHPEURVGHODRUJDQL]DFLyQ
9LVLyQ
6H UHILHUH D OR TXH OD RUJDQL]DFLyQ GHVHD VHU HQ HO IXWXUR /D YLVLyQ
H[SOLFDSRUTXp ODVSHUVRQDVGHGLFDQDGLDULR ODPD\RUSDUWHGHVX WLHPSRDO
p[LWRGHVXRUJDQL]DFLyQ&XDQWRPiVYLQFXODGDHVWpODYLVLyQGHOQHJRFLRDORV
LQWHUHVHV GH VXV VRFLRV WDQWR PiV OD RUJDQL]DFLyQ SRGUi FXPSOLU FRQ VXV
SURSyVLWRV
/DYLVLyQVHUHODFLRQDFRQYDULRVIDFWRUHV
 0DQLIHVWDUDWRGRVORVJUXSRVGHLQWHUpVODGLUHFFLyQGHOQHJRFLR 
 'HOLQHDUODVLWXDFLyQIXWXUD

ϭϵ>ĂǌǌĂƚŝ͕^͘;ϮϬϭϱͿůŐĞƌĞŶƚĞĞƐƚƌĂƚĞŐĂǇůşĚĞƌĚĞůĐĂŵďŝŽ͘DĄƐĂůůĄĚĞůĂŐĞƐƚŝſŶŽƉĞƌĂƚŝǀĂ͘ƌŐĞŶƚŝŶĂ͗'ƌĂŶŝĐĂ͘




'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
 0RWLYDU D ORV LQWHUHVDGRV H LQYROXFUDGRV D UHDOL]DU ODV DFFLRQHV
QHFHVDULDV
 3URSRUFLRQDUXQHQIRTXH
 ,QVSLUDU D ODV SHUVRQDVSDUD WUDEDMDU HQXQD VLWXDFLyQ FRP~QKDFLD XQ
FRQMXQWRLQWHJUDGRGHREMHWLYRV
/DYLVLyQGHEHFXPSOLUFRQODVVLJXLHQWHVODVVLJXLHQWHVFDUDFWHUtVWLFDV

Gráfico 10: CARACTERÍSTICAS DE LA VISIÓN ORGANIZACIONAL 

Fuente: elaboración propia. 

/D YLVLyQ QR HV GHILQLWLYD VLQR TXH GHEH VHU UHIRUPXODGD FXDQGR VH
FXPSOHXQODSVRGHWLHPSRRFXDQGRHOFRQWH[WRFDPELDHVWHWLHPSRQRHVWi
GHWHUPLQDGRSHURHVLPSRUWDQWHTXHODYLVLyQVHDGDSWHDORVFDPELRV\DTXH
HQFDVRFRQWUDULRQR WHQGUiYDOLGH]\ ODHPSUHVD LUiSHUGLHQGRYLJHQFLDHQHO

ϮϬŚŝĂǀĞŶĂƚŽ͕/͕͘ŽƉ͘Đŝƚ͕͘ϮϬϭϭ͕ƉĄŐƐ͘ϭϴͲϭϵ͘
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

'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
PHUFDGR&DEHDFODUDUTXHODYLVLyQDO LJXDOTXHODPLVLyQGHEHVHUIRUPXODGD
SRUHORORVOtGHUHV\FRPSDUWLGDFRQORVLQWHJUDQWHVGHODRUJDQL]DFLyQ
9DORUHV
/RV YDORUHV HQ OD HPSUHVD VRQ ODV QRUPDV pWLFDVPRUDOHV \ FRQGXFWDV
TXHWUDVSDVDQDWRGDODRUJDQL]DFLyQGHVGHODJHUHQFLDJHQHUDOKDVWDORVQLYHOHV
MHUiUTXLFRV PiV EDMRV *HQHUDOPHQWH VRQ KHUHGDGRV GH OD SHUVRQDOLGDG GHO
IXQGDGRU
/RVYDORUHVRUJDQL]DFLRQDOHVFRPSDUWLGRVDIHFWDQHOGHVHPSHxRHQWUHV
DVSHFWRV FODYHV SURYHHQ XQD EDVH HVWDEOH JXtD VREUH OD FXDO VH WRPDQ ODV
GHFLVLRQHV\ VHHMHFXWDQ ODVDFFLRQHV IRUPDQSDUWH LQWHJUDOGH ODSURSRVLFLyQ
GH YDORU GH XQD RUJDQL]DFLyQ D FOLHQWHV \ SHUVRQDO \PRWLYDQ \ HQHUJL]DQ DO
SHUVRQDO SDUD GDU VX Pi[LPR HVIXHU]R SRU HO ELHQHVWDU GH OD FRPSDxtD
3RGHPRV GHFLU EiVLFDPHQWH TXH FRQVWLWX\HQ WUHVHMHV VLJQLILFDWLYRV SDUD OD
WRPDGHGHFLVLRQHV
&UHHPRVTXHODpWLFDHVXQSXQWRFODYHGHQWURGHOiPELWRFRPHUFLDO3RU
OR FXDO HO FRPSRUWDPLHQWR pWLFR GHEH HVWDU SUHVHQWH HQ FDGD XQR GH ORV
DFFLRQDUHV GH ORV HMHFXWLYRV GH OD RUJDQL]DFLyQ (QWHQGHPRV SRU
FRPSRUWDPLHQWRpWLFRORVLJXLHQWH
 7UDQVPLWLU WUDQVSDUHQFLD HQ ODV GHFLVLRQHV FRQ WRWDO VHQWLGR GH
UHVSRQVDELOLGDG
 4XH FDGD GLUHFWLYR GH OD RUJDQL]DFLyQ SLHQVH TXH QR VRODPHQWH HVWi
HMHUFLHQGRXQD IXQFLyQ VLQRTXH WDPELpQGHEHSUHVWDUXQVHUYLFLRD OD
FRPXQLGDG
 7HQHUHQFXHQWDODPRUDO\ODVEXHQDVFRVWXPEUHVTXHHQPXFKRVFDVRV
HVWiQUHODFLRQDGDVFRQODpWLFD
 1RYLRODUODpWLFDFRPHUFLDO
 &RPSURPLVR\UHVSRQVDELOLGDGVRFLDOHPSUHVDULD
 $FHSWDUODVUHJODVGHOPHUFDGR
(VWDVVLWXDFLRQHVSXHVWDVHQSUiFWLFDPHMRUDQODLPDJHQGHODHPSUHVD\
DVXYH]SRVLELOLWDQXQDPHMRUDFHSWDFLyQGHODPDUFD
Cultura  
/D FXOWXUD RUJDQL]DFLRQDO VXHOH GHVFULELUVH HQ WpUPLQRV GH YDORUHV
SULQFLSLRVWUDGLFLRQHV\IRUPDVGHKDFHUODVFRVDVTXHFRPSDUWHQORVPLHPEURV

Ϯϭ&ŝĐĂƌƌĂ͕:͘͖͘ĂƐƐŝŶŽ͕:͘Z͖͘DŽŶĚŝŶŽ͕^͘͖͘^ƚƵƌĂ'͘Z͘;ϮϬϬϵͿ>ĂĚŝƌĞĐĐŝſŶĞƐƚƌĂƚĠŐŝĐĂ͘ƌŐĞŶƚŝŶĂ͗ĚŝĐŽŶ͕ƉĄŐ͘Ϯϲ͘
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


'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
GH OD HPSUHVD LQIOX\HQ HQ ODPDQHUD HQ TXH pVWRV DFW~DQ \ GLVWLQJXHQ D OD
RUJDQL]DFLyQHQWUHWRGDVODVGHPiV
6LQHPEDUJR ODGHILQLFLyQTXHFRQVLGHUDPRVGHFXOWXUDRUJDQL]DFLRQDO LPSOLFD
WUHV FRVDV (Q SULPHU OXJDU OD FXOWXUD HV XQD SHUFHSFLyQ (V LQYLVLEOH H
LQWDQJLEOHSHURORVHPSOHDGRVODSHUFLEHQHQORTXHH[SHULPHQWDQGHQWURGHOD
RUJDQL]DFLyQ(QVHJXQGROXJDUODFXOWXUDRUJDQL]DFLRQDOHVGHVFULSWLYD7LHQH
TXHYHUFRQDTXHOORTXHORVPLHPEURVGHODRUJDQL]DFLyQSHUFLEHQ\FRQFyPR
ORGHVFULEHQPiVDOOiGHTXHOHVJXVWHRQR3RU~OWLPRDXQTXHORVHPSOHDGRV
WHQJDQGLIHUHQWHVDQWHFHGHQWHVRWUDEDMHQHQGLVWLQWRVQLYHOHVRUJDQL]DFLRQDOHV
WRGRVHOORVWLHQGHQDGHVFULELUODFXOWXUDGHODHPSUHVDHQWpUPLQRVVLPLODUHVD
HVWRVHUHILHUHDOKDEODUGHXQDFXOWXUDFRPSDUWLGD
Objetivos  
³/RV ILQHV KDFLD ORV TXH VH GLULJH OD DFWLYLGDG VRQ ORV UHVXOWDGRV SRU
ORJUDU´
/RV REMHWLYRV VH GHVFULEHQ FRPR XQ FRQMXQWR GH PHWDV ILQDOLGDGHV R
ILQHV TXH UHSUHVHQWDQ DOJR TXH QRV SURSRQHPRV DOFDQ]DU D WUDYpV GH FLHUWRV
PHGLRVTXHWHQHPRVDQXHVWUDGLVSRVLFLyQ/RVREMHWLYRVQRVRQDLVODGRVVLQR
TXH HQ FDPELR FRQVWLWX\HQ XQD VHFXHQFLD WDO TXH DOFDQ]DGRV XQRV
LQPHGLDWDPHQWHVHSODQWHDQRWURVGHQLYHOVXSHULRUORVTXHWDPELpQVHDVSLUDD
DOFDQ]DU/RVPLVPRVGHEHQVHUFODURV\YHULILFDEOHVSDUDTXLHQHVORVLJXHQ
(QWUH ORV UHTXLVLWRV TXH GHEHQ FXPSOLUVH HQ VX IRUPXODFLyQ SXHGHQ
FLWDUVH
 ([SUHVDUORV\WUDGXFLUORVHQPHWDVREMHWLYRVRSHUDWLYRVFXDQWLILFDGRV\
UHIHULGRVDXQWLHPSRFRQFUHWRHQTXHGHEHQVHUDOFDQ]DGRV
 6XGHILQLFLyQGHEHVHUFODUD\VH WLHQHQTXHGHWDOODU ORVSDVRVDVHJXLU
SDUDHYDOXDUHOGHVHPSHxR
 (OLPLQDUFRQIOLFWRVHQWUH ODVPHWDVFXDQGRXQDVHVDFULILFDSRUHO ORJUR
GHRWUD
/DV RUJDQL]DFLRQHV SXHGHQ HVWXGLDUVH GHVGH HO SXQWR GH YLVWD GH VXV
REMHWLYRVORVFXDOHVHVWDEOHFHQODEDVHGHODUHODFLyQHQWUHODRUJDQL]DFLyQ\VX
DPELHQWH /D RUJDQL]DFLyQ QR SHUVLJXH XQ VROR REMHWLYR \D TXH WLHQH TXH
VDWLVIDFHU XQD HQRUPH FDQWLGDG GH UHTXLVLWRV \ H[LJHQFLDV TXH OH LPSRQHQ HO
DPELHQWH\ VXVVRFLRV(VWRVREMHWLYRVQRVRQHVWiWLFRV VLQRGLQiPLFRVHVWiQ
HQ FRQWLQXD HYROXFLyQ \ DOWHUDQ ODV UHODFLRQHV GH OD RUJDQL]DFLyQ FRQ VX
DPELHQWH H[WHUQDV\FRQVXVPLHPEURV LQWHUQDV OR FXDOSHUPLWH UHHYDOXDU

ϮϮZŽďďŝŶƐ͕^͘W͖͘ŽƵůƚĞƌ͕D͕͘ŽƉ͘Đŝƚ͕͘;ϮϬϭϰͿ͕ƉĄŐ͘ϱϭ͘
Ϯϯ<ŽŽŶƚǌ͕,͖͘tĞŝŚƌŝĐŚ͕,͕͘;ϮϬϬϭͿůĞŵĞŶƚŽƐĚĞĂĚŵŝŶŝƐƚƌĂĐŝſŶ͘DĠǆŝĐŽ͗DĐ'ƌĂǁͲ,ŝůů͘
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


'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
GHPDQHUDFRQVWDQWHORVREMHWLYRV\PRGLILFDUORVHQIXQFLyQGHORVFDPELRVGHO
DPELHQWH\GHODRUJDQL]DFLyQGHVXVPLHPEURV
/RV LQWHQWRV SRU GHWHUPLQDU ORV REMHWLYRV VLHPSUH GHEHUiQ JXLDUVH
KDFLHQGRUHIHUHQFLDDODPLVLyQTXHVHSUHWHQGHFXPSOLU
Estrategia
6HJ~Q 0LFKDHO 3RUWHU OD HVWUDWHJLD FRPSHWLWLYD WUDWD VREUH ³VHU
GLIHUHQWH(VGHFLUVHOHFFLRQDUXQDVHULHGHDFWLYLGDGHVGLVWLQWDDODVTXHRWURV
KDQVHOHFFLRQDGRSDUDRIUHFHUXQDPH]FOD~QLFDGHYDORU´
$FULWHULRGH-RKQVRQ\6FKROHVODHVWUDWHJLDHV
/DGLUHFFLyQ\DOFDQFHGHXQDRUJDQL]DFLyQDODUJRSOD]RFRQVLJXH
YHQWDMDVSDUDODRUJDQL]DFLyQDWUDYpVGHVXFRQILJXUDFLyQGHORVUHFXUVRV
HQXQHQWRUQRFDPELDQWHSDUDKDFHUIUHQWHDODVQHFHVLGDGHVGHORV
PHUFDGRV\FXPSOLUODVH[SHFWDWLYDVGHORVVWDNHKROGHUV
,PSOLFDGHFLVLRQHVSRUORWDQWRGHFLVLRQHVTXHDIHFWDQDOODUJRSOD]RGH
XQDRUJDQL]DFLyQ UHODFLRQDGDVFRQHODOFDQFHGH ODVDFWLYLGDGHVTXH UHDOL]D\
WHQGLHQWHVDDGHFXDUVHDOHQWRUQR
3DUD+D[\0DMXOXIODHVWUDWHJLDHV
8QFRQFHSWRPXOWLGLPHQVLRQDOTXHDEDUFDWRGDVODVDFWLYLGDGHV
IXQGDPHQWDOHVGHODHPSUHVDRWRUJiQGROHVXQVHQWLGRGHXQLGDG
RULHQWDFLyQ\SURSyVLWR\IDFLOLWDQGRDOPLVPRWLHPSRODVPRGLILFDFLRQHV
QHFHVDULDVLQGXFLGDVSRUHOPHGLR
(VWUDWHJLD\YHQWDMDFRPSHWLWLYD
/D HVWUDWHJLD FRPSHWLWLYD HV DTXHOOD TXH GHWHUPLQD FyPR FRPSHWLUi OD
RUJDQL]DFLyQ HQ VXV OtQHDV GH QHJRFLR (Q HO FDVR GH ODV SHTXHxDV
HPSUHVDVFRPR5HIULJHUDFLyQ3HUUL\$VRFLDGRV65/TXHRSHUDQ~QLFDPHQWH
XQD OtQHDGHQHJRFLRRGH ODVJUDQGHVFRPSDxtDVTXHQRVHKDQGLYHUVLILFDGR
KDFLDGLIHUHQWHVSURGXFWRVRPHUFDGRVODHVWUDWHJLDFRPSHWLWLYDGHVFULEHFyPR
FRPSHWLUiQ HQ VX PHUFDGR SULQFLSDO 6LQ HPEDUJR FXDQGR VH WUDWD GH
RUJDQL]DFLRQHVTXHSDUWLFLSDQHQP~OWLSOHVQHJRFLRVFDGDXQRGHHOORVWHQGUi
VX SURSLD HVWUDWHJLD FRPSHWLWLYD \ pVWD GHILQLUi VX YHQWDMD FRPSHWLWLYD ORV
SURGXFWRV \ VHUYLFLRV TXH RIUHFH ORV FOLHQWHV D ORV TXH TXLHUH OOHJDU \ RWURV
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
'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
IDFWRUHVSRUHOHVWLOR&XDQGRVHRSHUDFRQYDULDV OtQHDVGHQHJRFLRGLVWLQWDV
DTXHOODV TXH VRQ LQGHSHQGLHQWHV GH ODV GHPiV \ FXHQWDQ FRQ VXV SURSLDV
HVWUDWHJLDVFRPSHWLWLYDVVHGHQRPLQDQXQLGDGHVHVWUDWpJLFDVGHQHJRFLRV
8(1
3DUDGHVDUUROODUXQDHVWUDWHJLDFRPSHWLWLYDHILFD]HVSUHFLVRFRPSUHQGHUTXp
HVODYHQWDMDFRPSHWLWLYDHVGHFLUDTXHOORTXHGLVWLQJXHDXQDRUJDQL]DFLyQ
UHVSHFWRGHODVGHPiVVXVHOORGLVWLQWLYR(VHUDVJRGHILQLWRULRSXHGHGHULYDUGH
ODV FRPSHWHQFLDV IXQGDPHQWDOHV GH OD RUJDQL]DFLyQ ODV FXDOHV OH SHUPLWHQ
KDFHU DOJR TXH HO UHVWR QR SXHGH R KDFHUOR PHMRU TXH WRGDV ODV GHPiV /D
YHQWDMD FRPSHWLWLYD WDPELpQ SXHGH VHU FRQVHFXHQFLD GH ORV UHFXUVRV GH OD
HPSUHVD\DTXHpVWDFXHQWDFRQDOJRGHORTXHFDUHFHQVXVFRPSHWLGRUHV

Gráfico 11: TIPOS DE ESTRATEGIAS ORGANIZACIONALES

Fuente: elaboración propia basada en Robbins, S. P.; Coulter, M., 2014, pág. 245. 

(VWUDWHJLDVFRUSRUDWLYDV
/D HVWUDWHJLD FRUSRUDWLYD GHWHUPLQD HQ TXp OtQHDV GH QHJRFLR RSHUD R
GHVHD RSHUDU OD HPSUHVD \ TXp TXLHUH ORJUDU DO SDUWLFLSDU HQ HOODV 6X
IXQGDPHQWR VH HQFXHQWUD HQ ODPLVLyQ \ ORV REMHWLYRV GH OD RUJDQL]DFLyQ DVt
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
'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
FRPRHQHOSDSHOTXHMXJDUiFDGDXQLGDGGHQHJRFLRGHQWURGHODHPSUHVD3RU
RWUDSDUWHODHVWUDWHJLDFRUSRUDWLYDFRQVLVWHHQODGHFLVLyQTXHWRPDQORVDOWRV
HMHFXWLYRV HQ FXDQWR D TXp KDFHU FRQ HVDV OtQHDV GH QHJRFLR LPSXOVDU VX
FUHFLPLHQWRPDQWHQHUODVHVWDEOHVRUHQRYDUODV
/RV GLIHUHQWHV WLSRV GH HVWUDWHJLDV FRUSRUDWLYDV VRQ WUHV FUHFLPLHQWR
HVWDELOLGDG\UHQRYDFLyQ
 /DHVWUDWHJLDGHFUHFLPLHQWRRFXUUHFXDQGRXQDRUJDQL]DFLyQDPSOtDHO
Q~PHURGHPHUFDGRVDORVTXHDWLHQGHRGHORVSURGXFWRVTXHRIUHFH\D
VHDPHGLDQWHVXVOtQHDVGHQHJRFLRDFWXDOHVRSRQLHQGRHQPDUFKD
RWUDVQXHYDV&RPRFRQVHFXHQFLDGHVXHVWUDWHJLDGHFUHFLPLHQWROD
RUJDQL]DFLyQ SRGUtD YHU LQFUHPHQWDGR HO PRQWR GH VXV LQJUHVRV HO
Q~PHUR GH VXV HPSOHDGRV R VX SDUWLFLSDFLyQ HQ HO PHUFDGR /DV
RUJDQL]DFLRQHV FUHFHQ D SDUWLU GH OD FRQFHQWUDFLyQ GH OD LQWHJUDFLyQ
YHUWLFDOGHODLQWHJUDFLyQKRUL]RQWDORGHODGLYHUVLILFDFLyQ
&RQFHQWUDFLyQ FXDQGR OD RUJDQL]DFLyQ HPSOHD OD FRQFHQWUDFLyQ VH
HQIRFD HQ VX SULQFLSDO OtQHD GH QHJRFLR \ DXPHQWD OD FDQWLGDG GH
SURGXFWRVTXHRIUHFHREXVFDDWHQGHUPiVPHUFDGRVFRQHOOD
,QWHJUDFLyQYHUWLFDO ODVRUJDQL]DFLRQHVSXHGHHOHJLUFUHFHUPHGLDQWH
OD LQWHJUDFLyQ YHUWLFDO \D VHD KDFLD DGHODQWH KDFLD DWUiV R HQ DPEDV
GLUHFFLRQHV(QODLQWHJUDFLyQYHUWLFDOKDFLDDWUiVODRUJDQL]DFLyQVH
FRQYLHUWH HQ VX SURSLR SURYHHGRU OR FXDO OH SHUPLWH FRQWURODU VXV
LQVXPRV (Q OD LQWHJUDFLyQYHUWLFDOKDFLDDGHODQWH OD RUJDQL]DFLyQ
DVXPHHOSDSHOGHVXSURSLRGLVWULEXLGRU\SRUORWDQWRSXHGHFRQWURODU
HO GHVWLQR GH VX SURGXFFLyQ (Q OD LQWHJUDFLyQ KRUL]RQWDO  ODV
FRPSDxtDVFUHFHQFRPELQiQGRVHFRQVXVFRPSHWLGRUHV
'LYHUVLILFDFLyQ ODV HPSUHVDV SXHGHQ RSWDU FUHFHU D WUDYpV GH OD
GLYHUVLILFDFLyQ\DVHDUHODFLRQDGDRQRUHODFLRQDGD/DGLYHUVLILFDFLyQ
UHODFLRQDGD RFXUUH FXDQGR OD HPSUHVD VH DOtD FRQ FRPSDxtDV TXH
RSHUDQ HQ LQGXVWULDV GLIHUHQWHV SHUR UHODFLRQDGDV /D GLYHUVLILFDFLyQ
QR UHODFLRQDGD VH GD FXDQGR OD FRPSDxtD VH FRPELQD FRQ RWUDV TXH
SHUWHQHFHQDLQGXVWULDVGLVWLQWDVRQRUHODFLRQDGDV
 /DHVWUDWHJLDGHHVWDELOLGDGHVXQDHVWUDWHJLDFRUSRUDWLYDHQODTXHOD
RUJDQL]DFLyQ VH DSHJD D VX DFWLYLGDG DFWXDO HQXQD VLWXDFLyQ GH FULVLV
HFRQyPLFDJOREDO2WURVHMHPSORVGHVX LPSOHPHQWDFLyQVHGDQFXDQGR
OD HPSUHVD VH HQIRFD HQ VHJXLU DWHQGLHQGR D ORV PLVPRV FOLHQWHV
RIUHFLpQGROHV ORV PLVPRV SURGXFWRV R VHUYLFLRV HQ FRQVHUYDU VX
SDUWLFLSDFLyQGHPHUFDGR\HQPDQWHQHULQDOWHUDGDVVXVRSHUDFLRQHVGH
QHJRFLRYLJHQWHV(VGHFLUTXHODRUJDQL]DFLyQQRFUHFHSHURWDPSRFRVH
UH]DJD
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
'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
 /DV HVWUDWHJLDV GH UHQRYDFLyQ VH GHVDUUROODQ SDUD VROXFLRQDU HO
GHELOLWDPLHQWR GHO GHVHPSHxR GH XQD RUJDQL]DFLyQ D FDXVD GH
LPSUHYLVWRV ILQDQFLHURV R HFRQyPLFRV SRU HMHPSOR /RV GRV WLSRV
SULQFLSDOHV GH HVWUDWHJLD GH UHQRYDFLyQ VRQ OD UDFLRQDOL]DFLyQ \ OD
UHFXSHUDFLyQ
(VWUDWHJLD GH UDFLRQDOL]DFLyQ HV XQD HVWUDWHJLD GH UHQRYDFLyQ GH
FRUWRSOD]RXWLOL]DGDSDUDVROXFLRQDUSUREOHPDVGHGHVHPSHxRQRPX\
FRPSOHMRV(VWDHVWUDWHJLDFRQWULEX\HDTXHODRUJDQL]DFLyQHVWDELOLFHVXV
RSHUDFLRQHV UHYLWDOLFH VXV UHFXUVRV \ FDSDFLGDGHV \ VH SUHSDUH SDUD
YROYHUDODFRPSHWHQFLD
(VWUDWHJLDGHUHFXSHUDFLyQFXDQGRORVSUREOHPDVGHODRUJDQL]DFLyQ
VRQPiVVHULRVUHTXLHUHQXQDDFFLyQPiVGUiVWLFDFRPRODTXHEULQGDOD
HVWUDWHJLD GH UHFXSHUDFLyQ (Q HVWH WLSR GH HVWUDWHJLD OD UHGXFFLyQ GH
FRVWRV \ UHHVWUXFWXUDFLyQ GH ODV RSHUDFLRQHV RUJDQL]DFLRQDOHV VRQ
PHGLGDVPiVUDGLFDOHVTXHHQODHVWUDWHJLDGHUDFLRQDOL]DFLyQ
(VWUDWHJLDVFRPSHWLWLYDV
([LVWHQ GLIHUHQWHV WLSRV GH HVWUDWHJLDV FRPSHWLWLYDV (QWUH HOODV 3RUWHU
KDFH UHIHUHQFLD D OD GH GLIHUHQFLDFLyQ HO WLSR GH YHQWDMD FRPSHWLWLYD TXH
FRQVLJXH XQD HPSUHVD FXDQGR WLHQH XQD FDUDFWHUtVWLFD PHMRU TXH VX
FRPSHWHQFLD \ HVWR HV SHUFLELGR \ DSUHFLDGR SRU HO FOLHQWH +D\ PXFKDV
PDQHUDV GH ORJUDU XQD GLIHUHQFLDFLyQ \D VHD SRU OD FDOLGDG GHO SURGXFWR OD
LQQRYDFLyQHOGLVHxRODWHFQRORJtDHOVHUYLFLRHOFDQDORODLPDJHQGHPDUFD
&DGD HPSUHVD EXVFD VX SURSLR FDPLQR \ VH GHVWDFD HQ OR TXH PHMRU VDEH
KDFHUDOJXQRVORDSOLFDQDXQVHFWRUGHWHUPLQDGRRDXQDSDUWHGHOPLVPRSDUD
FXPSOLUXQREMHWLYRHVWUDWpJLFR
1R WRGDV ODV HPSUHVDV TXLHUHQ GLIHUHQFLDUVH HQWUH RWUDV FRVDV SRUTXH
QRWRGRV ORVFOLHQWHVTXLHUHQYDORUDQRSXHGHQSDJDUSRUHVDGLIHUHQFLDFLyQ
HVWDVHPSUHVDVHOLJHQRWURWLSRGHHVWUDWHJLDSDUDREWHQHUXQDYHQWDMDHVFDVR
GHODVHPSUHVDVTXHVHGHVWDFDQSRUWHQHUEDMRVFRVWRVHQXQVHFWRUHVGHFLU
VHUOtGHUHQFRVWRV&DEHDFODUDUTXHODYHQWDMDFRPSHWLWLYDQXQFDHV³SUHFLR
EDMR´VLQRTXHVHEDVDHQPDQWHQHUFRVWRVEDMRVDODUJRSOD]R\REWHQHUXQD
YHQWDMDHQ WHQHUXQPD\RUPDUJHQHQWUHHO FRVWR\HOSUHFLR/DV IXHQWHVGH
FRVWRVEDMRVVRQGLYHUVDVFRPRSRUHMHPSOR ODREWHQFLyQGHFRVWRVEDMRVSRU
IDFWRUHVHVWUXFWXUDOHVWDPELpQOODPDGRVFRPRHFRQRPtDVGHHVFDODVHQHVWDV
ORVFRVWRVSRUXQLGDGEDMDQFXDQWRPD\RUHVHOWDPDxRGHODHPSUHVD
8QVHJXQGRWLSRGHIXHQWHVGHFRVWRVEDMRVSXHGHQVHUSRUODHMHFXFLyQ
DXQTXH QR VHDQ WDQ H[FHOHQWHV FRPR ORV HVWUXFWXUDOHV SRUTXH QR VRQ
SURSLHGDG GH OD HPSUHVD QL VRQ WDQ D ODUJR SOD]R \D TXH GHSHQGHQ GH ODV
SHUVRQDV (O WHQHU HO PHMRU HTXLSR GLUHFWLYR R SHUVRQDO TXH JHQHUH EXHQRV
QHJRFLRV FRQ SURYHHGRUHV FOLHQWHV EDQFRV R FXDOTXLHU RWUD LQVWLWXFLyQ 6LQ
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'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
HPEDUJR FXDQGR HVRV GLUHFWLYRV R SHUVRQDO GHMHQ OD HPSUHVD HVD YHQWDMD
GHVDSDUHFHUi
/D~OWLPDHVWUDWHJLDTXHYDPRVDDEDUFDUHVODGHHVSHFLDOL]DFLyQHVWD
HVWUDWHJLDWDPELpQOODPDGDJHQpULFDQRVHGLULJHDWRGRHOVHFWRUVLQRVRORD
XQD SDUWH TXH SXHGH VHU JHRJUiILFR R SRU QHFHVLGDGHV /D YHQWDMD GH HVWH
HQIRTXHGHEHYHQLUSRU ODSURSLDHVSHFLDOL]DFLyQFRQFHQWUiQGRVHHQXQDSDUWH
GHO VHFWRU VDEHU PXFKRPiV GH HVH QLFKR \ HQ FRQVHFXHQFLD VDWLVIDFHU ODV
QHFHVLGDGHVGH ORVFOLHQWHVGHOPLVPRPXFKRPHMRUTXH ODVHPSUHVDVTXHVH
GLULJHQKDGLFKRVHFWRU

GESTIÓN EMPRESARIAL 

Funciones de la administración
/D JHVWLyQ HPSUHVDULDO HV XQ SURFHVR DGPLQLVWUDWLYR TXH VH UHILHUH D
SODQHDU \ RUJDQL]DU OD HVWUXFWXUD GH yUJDQRV \ FDUJRV TXH FRPSRQHQ OD
HPSUHVDGLULJLU\FRQWURODUVXVDFWLYLGDGHV6HKDFRPSUREDGRTXHODHILFLHQFLD
GH OD HPSUHVD HV PXFKR PD\RU TXH OD VXPD GH ODV HILFLHQFLDV GH ORV
WUDEDMDGRUHV \TXHHOODGHEHDOFDQ]DUVHPHGLDQWH OD UDFLRQDOLGDG HVGHFLU OD
DGHFXDFLyQ GH ORV PHGLRV yUJDQRV \ FDUJRV D ORV ILQHV TXH VH GHVHDQ
DOFDQ]DU 0XFKRV DXWRUHV FRQVLGHUDQ TXH HO DGPLQLVWUDGRU GHEH WHQHU XQD
IXQFLyQ LQGLYLGXDO GH FRRUGLQDU VLQ HPEDUJR SDUHFH PiV H[DFWR FRQFHELUOD
FRPR OD HVHQFLD GH OD KDELOLGDG JHQHUDO SDUD DUPRQL]DU ORV HVIXHU]RV
LQGLYLGXDOHVTXHVHHQFDPLQDQDOFXPSOLPLHQWRGHODVPHWDVGHOJUXSR
'HVGHILQDOHVGHOVLJOR;,;VHKDGHILQLGRODDGPLQLVWUDFLyQHQWpUPLQRV
GH FXDWUR IXQFLRQHV HVSHFtILFDV GH ORV JHUHQWHV OD SODQLILFDFLyQ OD
RUJDQL]DFLyQODGLUHFFLyQ\HOFRQWURO$XQTXHHVWHPDUFRKDVLGRVXMHWRD
FLHUWR HVFUXWLQLR HQ WpUPLQRV JHQHUDOHV VLJXH VLHQGR HO DFHSWDGR 3RU WDQWR
FDEHGHFLUTXHODDGPLQLVWUDFLyQHVHOSURFHVRGHSODQLILFDURUJDQL]DUGLULJLU\
FRQWURODU ODV DFWLYLGDGHV GH ORVPLHPEURV GH OD RUJDQL]DFLyQ \ HO HPSOHR GH
WRGRVORVGHPiVUHFXUVRVRUJDQL]DFLRQDOHVFRQHOSURSyVLWRGHDOFDQ]DUPHWDV
HVWDEOHFLGDVSRUODRUJDQL]DFLyQ
/RVDXWRUHVFRPR)D\RO0DVVLH\6FDQODQVHKDQSUHRFXSDGRSRU OD
IXQFLyQGHODSODQHDFLyQ\KDQGHVDUUROODGRVXVSURSLDVGHILQLFLRQHV\DXQTXH
OR H[SUHVDQ GLIHUHQWH JXDUGDQ HOHPHQWRV FRPXQHV WRGRV HOORV FRLQFLGHQ HQ
FRQVLGHUDUTXHODSODQHDFLyQVHFRQYLHUWHHQODIXQFLyQIXQGDPHQWDOGHO

Ϯϴ'ŝŵďĞƌƚ͕y͘;ϮϬϭϬͿWĞŶƐĂƌƐƚƌĂƚĠŐŝĐĂŵĞŶƚĞ͘DŽĚĞůŽƐ͕ĐŽŶĐĞƉƚŽƐǇƌĞĨůĞǆŝŽŶĞƐ͘ƐƉĂŹĂ͗ĞƵƐƚŽ͘
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'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
SURFHVRDGPLQLVWUDWLYRSDUDODVXSHUYLYHQFLDGHODHPSUHVD
)D\RO $ILUPD TXH OD WRPD GH GHFLVLRQHV WDPELpQ KDFH SDUWH GH ODV
IXQFLRQHV GH OD RUJDQL]DFLyQ 6HxDOy FRPR ODV IXQFLRQHV GHO DGPLQLVWUDGRU OD
SUHYHQFLyQ RUJDQL]DFLyQ FRRUGLQDFLyQ \ FRQWURO TXH H[SUHVDGR HQ WpUPLQRV
PiV DFWXDOHV QR HV RWUD FRVD TXH OD SODQHDFLyQ RUJDQL]DFLyQ GLUHFFLyQ \
FRQWURO
-RVVHSK / 0DVVLH 0pWRGR SRU HO FXDO HO DGPLQLVWUDGRU YH KDFLD HO
IXWXUR \ GHVFXEUH ODV DOWHUQDWLYDV FXUVRV GH DFFLyQ D SDUWLU GH ORV FXDOHV
HVWDEOHFHORVREMHWLYRV
%XUW . 6FDQODQ 6LVWHPD TXH FRPLHQ]D FRQ ORV REMHWLYRV GHVDUUROOD
SROtWLFDVSODQHVSURFHGLPLHQWRV\FXHQWDFRQXQPpWRGRGHUHWURDOLPHQWDFLyQ
GHLQIRUPDFLyQSDUDDGDSWDUVHDFXDOTXLHUFDPELRHQODVFLUFXQVWDQFLDV
/DVGLIHUHQWHVHVFXHODVTXHLGHQWLILFDQDOSURFHVRDGPLQLVWUDWLYRGHILQHQ
TXHODDGPLQLVWUDFLyQHQVtPLVPDHVXQDDFWLYLGDGFRPSXHVWDSRUHWDSDVTXH
IRUPDQXQSURFHVR~QLFR\HVWUXFWXUDGR/DVDFWLYLGDGHVFRPSRQHQWHVGLILHUHQ
GHHVFXHODHQHVFXHODSHURHQHVHQFLDSRGHPRVLGHQWLILFDUODVVLJXLHQWHV

Gráfico 12: LAS CUATRO FUNCIONES BÁSICAS DE LA GESTIÓN EMPRESARIAL

)XQFLRQHVGHOD*(67,Ï1(035(6$5,$/
2UJDQL]DFLyQ
'LUHFFLyQ
&RQWURO
3ODQHDFLyQ




'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
Fuente: elaboración propia.  

 /D SODQHDFLyQ SDUD GHWHUPLQDU ORV REMHWLYRV HQ ORV FXUVRV GH DFFLyQ
TXHYDQDVHJXLUVH/RVDGPLQLVWUDGRUHVGHEHQDQWLFLSDUVHDORVKHFKRV
³HVFUXWDUHOIXWXUR\KDFHUXQDSURYLVLyQSDUDHOOR´
 /DRUJDQL]DFLyQSDUDGLVWULEXLUHOWUDEDMRHQWUHORVPLHPEURVGHOJUXSR
\ SDUD HVWDEOHFHU \ UHFRQRFHU ODV UHODFLRQHV QHFHVDULDV 6HJ~Q )D\RO
SDUDRUJDQL]DU ORVDGPLQLVWUDGRUHV WDPELpQGHEHQFRQVWUXLUHO FRQMXQWR
GH UHODFLRQHV IRUPDOHV TXH PHMRU VDWLVIDJD ORV SURSyVLWRV GH OD
RUJDQL]DFLyQ(QSDUWLFXODUHVWDHVWUXFWXUDGHEHIDFLOLWDUODSUHSDUDFLyQH
LPSOHPHQWDFLyQGHORVSODQHV
 /DHMHFXFLyQ\GLUHFFLyQSRUORVPLHPEURVGHOJUXSRTXHOOHYDQDFDER
ODV WDUHDV SUHVFULWDV FRQ YROXQWDG \ HQWXVLDVPR /RV DGPLQLVWUDGRUHV
GHEHQFRQVWLWXLUXQHMHPSORSDUDVXVWDII'HEHQLQVSLUDU\HQWXVLDVPDU
DODVSHUVRQDVTXHWUDEDMDQSDUDHOORV'HKHFKRHODGPLQLVWUDGRUHILFD]
LQFXOFDHOVHQWLGRGHODPLVLyQGHODHPSUHVD
 (OFRQWUROGH ODVDFWLYLGDGHVSDUDTXHVHFRQIRUPHQFRQ ORVSODQHV(O
DGPLQLVWUDGRU \ OD RUJDQL]DFLyQ HQ VX FRQMXQWR GHEHQ VHU FDSDFHV GH
FKHTXHDUTXpHVWiSDVDQGR\TXpGHEHUtDHVWDUSDVDQGR
3ODQHDFLyQ
3DUDXQJHUHQWH\XQJUXSRGHHPSOHDGRVHVLPSRUWDQWHGHFLGLURHVWDU
LGHQWLILFDGR FRQ ORV REMHWLYRV TXH VH YDQ D DOFDQ]DU (O VLJXLHQWH SDVR HV
DOFDQ]DUORV(VWRRULJLQDFLHUWDVSUHJXQWDV WDOHVFRPR ³¢4Xp WUDEDMRQHFHVLWD
KDFHUVH"¢&yPR\FXiQGRVHKDUi"¢&XiOHVVHUiQORVFRPSRQHQWHVHVHQFLDOHV
GHO WUDEDMR"´ %iVLFDPHQWH VH IRUPXOD XQ SODQ R XQ SDWUyQ LQWHJUDGR \
SUHGHWHUPLQDGRGHODVIXWXUDVDFWLYLGDGHVHVWRUHTXLHUHODIDFXOWDGGHSUHYHU
GHYLVXDOL]DUHOSURSyVLWR\GHYHUKDFLDDGHODQWH
$FWLYLGDGHVLPSRUWDQWHVGHODSODQHDFLyQ
 $FODUDUDPSOLILFDU\GHWHUPLQDUORVREMHWLYRV
 3URQRVWLFDU
 (VWDEOHFHU ODV FRQGLFLRQHV \ VXSRVLFLRQHV EDMR ODV FXDOHV VH KDUi HO
WUDEDMR
 6HOHFFLRQDU\GHFODUDUODVWDUHDVSDUDORJUDUORVREMHWLYRV

Ϯϵ&ĂǇŽů͕,͘;ϭϵϴϭͿhŶĂĂĚŵŝŶŝƐƚƌĂĐŝſŶŝŶĚƵƐƚƌŝĂůǇŐĞŶĞƌĂů͘ƌŐĞŶƚŝŶĂ͗ůƚĞŶĞŽ͘
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'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
 (VWDEOHFHU XQ SODQ JHQHUDO GH ORJURV HQIDWL]DQGR OD FUHDWLYLGDG SDUD
HQFRQWUDUPHGLRVQXHYRV\PHMRUHVSDUDGHVHPSHxDUHOWUDEDMR
 (VWDEOHFHUSROtWLFDVSURFHGLPLHQWRV\PpWRGRVGHGHVHPSHxR
 $QWLFLSDUORVSRVLEOHVSUREOHPDVIXWXURV
 0RGLILFDUORVSODQHVDODOX]GHORVUHVXOWDGRVGHOFRQWURO
2UJDQL]DFLyQ
'HVSXpV GH TXH OD GLUHFFLyQ \ HO IRUPDWR GH ODV DFFLRQHV IXWXUDV \D
KD\DQ VLGR GHWHUPLQDGDV HO SDVR VLJXLHQWH SDUD FXPSOLU FRQ HO WUDEDMR VHUi
GLVWULEXLURVHxDODUODVDFWLYLGDGHVQHFHVDULDVGHWUDEDMRHQWUHORVPLHPEURVGHO
JUXSR H LQGLFDU OD SDUWLFLSDFLyQGH FDGDPLHPEURGHO JUXSR (VWD GLVWULEXFLyQ
GHOWUDEDMRHVWiJXLDGDSRUODFRQVLGHUDFLyQGHFRVDVWDOHVFRPRODQDWXUDOH]D
GH ODV DFWLYLGDGHV FRPSRQHQWHV ODV SHUVRQDV GHO JUXSR \ ODV LQVWDODFLRQHV
ItVLFDVGLVSRQLEOHV
(VWDVDFWLYLGDGHVFRPSRQHQWHVHVWiQDJUXSDGDV\DVLJQDGDVGHPDQHUD
TXH XQPtQLPR GH JDVWRV R XQPi[LPR GH VDWLVIDFFLyQ GH ORV HPSOHDGRV VH
ORJUH R TXH VH DOFDQFH DOJ~Q REMHWLYR VLPLODU &DGD XQR GH ORV PLHPEURV
DVLJQDGRVDXQDDFWLYLGDGFRPSRQHQWHVHHQIUHQWDDVXSURSLDUHODFLyQFRQHO
JUXSR\ODGHOJUXSRFRQRWURVJUXSRVGHODHPSUHVD
$FWLYLGDGHVLPSRUWDQWHVGHODRUJDQL]DFLyQ
 6XEGLYLGLUHOWUDEDMRHQXQLGDGHVRSHUDWLYDVHVGHFLUGHSDUWDPHQWRV
 $JUXSDUODVREOLJDFLRQHVRSHUDWLYDVHQSXHVWRV
 5HXQLUORVSXHVWRVRSHUDWLYRVHQXQLGDGHVPDQHMDEOHV\UHODFLRQDGDV
 $FODUDUORVUHTXLVLWRVGHOSXHVWR
 6HOHFFLRQDU\FRORFDUDORVLQGLYLGXRVHQHOSXHVWRDGHFXDGR
 3URSRUFLRQDUIDFLOLGDGHVSHUVRQDOHV\RWURVUHFXUVRV
 $MXVWDUODRUJDQL]DFLyQDODOX]GHORVUHVXOWDGRVGHOFRQWURO
'LUHFFLyQ
3DUDOOHYDUDFDERItVLFDPHQWHODVDFWLYLGDGHVTXHUHVXOWHQGHORVSDVRV
GHSODQHDFLyQ\RUJDQL]DFLyQHVQHFHVDULRTXHHOJHUHQWH WRPHPHGLGDVTXH
LQLFLHQ \ FRQWLQ~HQ ODV DFFLRQHV UHTXHULGDV SDUD TXH ORVPLHPEURV GHO JUXSR
HMHFXWHQ OD WDUHD (QWUH ODV PHGLGDV FRPXQHV XWLOL]DGDV SRU HO JHUHQWH SDUD
SRQHUHO JUXSRHQDFFLyQHVWiQGLULJLUGHVDUUROODU D ORVPLHPEURV LQVWUXLUORV
D\XGDUORV D PHMRUDUVH OR PLVPR TXH VX WUDEDMR PHGLDQWH VX SURSLD



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'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
FUHDWLYLGDG\ODFRPSHQVDFLyQ$HVWRVHODOODPDHMHFXFLyQ
$FWLYLGDGHVLPSRUWDQWHVGHODHMHFXFLyQ
 3RQHUHQSUiFWLFDODILORVRItDGHSDUWLFLSDFLyQSRUWRGRVORVPLHPEURVGH
ODRUJDQL]DFLyQ
 &RQGXFLU\UHWDUDRWURVSDUDTXHKDJDQVXPHMRUHVIXHU]R
 0RWLYDUDORVPLHPEURV
 &RPXQLFDUFRQHIHFWLYLGDG
 'HVDUUROODUDORVPLHPEURVSDUDTXHUHDOLFHQWRGRVXSRWHQFLDO
 5HFRPSHQVDUFRQFRQRFLPLHQWR\EXHQDSDJDSRUXQWUDEDMRELHQKHFKR
 6DWLVIDFHUODVQHFHVLGDGHVGHORVHPSOHDGRVDWUDYpVGHHVIXHU]RVHQHO
WUDEDMR
 5HYLVDU ORV HVIXHU]RV GH OD HMHFXFLyQ D OD OX] GH ORV UHVXOWDGRV GHO
FRQWURO
&RQWURO
6H HVWDEOHFH TXH HV FRQYHQLHQWH FRPSUREDU R YLJLODU OR TXH VH HVWi
KDFLHQGR SDUD DVHJXUDU TXH HO WUDEDMR GH RWURV HVWi SURJUHVDQGR HQ IRUPD
VDWLVIDFWRULDKDFLDHOREMHWLYRSUHGHWHUPLQDGR
(VWDEOHFHU XQ EXHQ SODQ GLVWULEXLU ODV DFWLYLGDGHV FRPSRQHQWHV
UHTXHULGDVSDUDHVHSODQ\ODHMHFXFLyQH[LWRVDSDUDFDGDPLHPEURQRDVHJXUD
TXH OD HPSUHVD VHUi XQ p[LWR 3XHGHQ SUHVHQWDUVH GLVFUHSDQFLDV PDODV
LQWHUSUHWDFLRQHV \ REVWiFXORV LQHVSHUDGRV \ KDEUiQ GH VHU FRPXQLFDGRV FRQ
UDSLGH]DOJHUHQWHSDUDTXHVHHPSUHQGDXQDDFFLyQFRUUHFWLYD
$FWLYLGDGHVLPSRUWDQWHVGHOFRQWURO
 &RPSDUDUUHVXOWDGRVFRQORVSODQHVJHQHUDOHV
 (YDOXDUORVUHVXOWDGRVFRQWUDORVHVWiQGDUHVGHGHVHPSHxR
 ,GHDUORVPHGLRVHIHFWLYRVSDUDPHGLUODVRSHUDFLRQHV
 &RPXQLFDUFXDOHVVRQORVPHGLRVGHPHGLFLyQ
 7UDQVIHULU GDWRV GHWDOODGRV GH PDQHUD TXH GHPXHVWUHQ ODV
FRPSDUDFLRQHV\ODVYDULDFLRQHV
 6XJHULUODVDFFLRQHVFRUUHFWLYDVFXDQGRVHDQQHFHVDULDV

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3\0(V(QWUHODWHRUtD\ODSUiFWLFD
 ,QIRUPDUDORVPLHPEURVUHVSRQVDEOHVGHODVLQWHUSUHWDFLRQHV
 $MXVWDUHOFRQWURODODOX]GHORVUHVXOWDGRVGHOFRQWURO
Management: eficacia y eficiencia 
(QWpUPLQRVJHQHUDOHVSRGHPRVGHFLUTXH ODJHUHQFLDGHWRGDHPSUHVD
SHUVLVWH HQ GRV REMHWLYRV IXQGDPHQWDOHV OD HILFDFLD \ OD HILFLHQFLD GH OD
RUJDQL]DFLyQ /D HILFDFLD HV XQD PHGLGD QRUPDWLYD GHO ORJUR GH
UHVXOWDGRV PLHQWUDV TXH HILFLHQFLD HV XQD PHGLGD QRUPDWLYD GH OD
XWLOL]DFLyQ GH ORV UHFXUVRV HQ ORV SURFHVRV (Q WpUPLQRV HFRQyPLFRV OD
HILFLHQFLD HV XQD UHODFLyQ HQWUH FRVWRV \ EHQHILFLRV DVLPLVPR VH UHILHUH D OD
PHMRUIRUPDGHUHDOL]DUODVFRVDVPpWRGRDILQGHTXHORVUHFXUVRVSHUVRQDV
PiTXLQDVPDWHULDV SULPDV VH DSOLTXHQGH OD IRUPDPiV UDFLRQDO SRVLEOH /D
HILFLHQFLD VH SUHRFXSD GH ORV PHGLRV PpWRGRV \ SURFHGLPLHQWRV PiV
DSURSLDGRV TXH GHEHQ SODQHDUVH \ RUJDQL]DUVH DGHFXDGDPHQWH D ILQ GH
DVHJXUDU OD XWLOL]DFLyQ ySWLPD GH ORV UHFXUVRV GLVSRQLEOHV /D HILFLHQFLD QR VH
RFXSDGHORVILQHVVLQRVyORGHORVPHGLRV

Gráfico 13: EFICACIA Y EFICIENCIA 

Fuente: elaboración propia basada en Cardozo, A. P., 2009, pág. 89.  

(Q ODPHGLGD HQ TXH HO DGPLQLVWUDGRU VH SUHRFXSD SRU KDFHU ELHQ ODV
FRVDV VH RFXSD GH OD HILFLHQFLD OD PHMRU XWLOL]DFLyQ GH ORV UHFXUVRV
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(QWUHODWHRUtD\ODSUiFWLFD
GLVSRQLEOHV &XDQGR XWLOL]D LQVWUXPHQWRV SDUD HYDOXDU HO DOFDQFH GH ORV
UHVXOWDGRV HV GHFLU SDUD YHULILFDU VL ODV FRVDV ELHQ KHFKDV VRQ ODV TXH GH
YHUGDG VH GHEHQ KDFHU VH RFXSD GH OD HILFDFLD HO ORJUR GH ORV REMHWLYRV
PHGLDQWH UHFXUVRV GLVSRQLEOHV 6LQ HPEDUJR OD HILFDFLD \ OD HILFLHQFLD QR
VLHPSUH YDQ GH OD PDQR XQD RUJDQL]DFLyQ SXHGH VHU HILFLHQWH HQ VXV
RSHUDFLRQHV\QRVHUHILFD]RYLFHYHUVD/RLGHDOHVVHUXQDHPSUHVDHILFLHQWH\
HILFD]

CONTEXTO INSTITUCIONAL 

(QXQDSULPHUDDSUR[LPDFLyQHOFRQFHSWRGHHQWRUQRVHUHILHUHDWRGR
DTXHOORTXHHVDMHQRDODHPSUHVDFRPRRUJDQL]DFLyQ(OHQWRUQRDVtGHILQLGRHV
DOJR H[WUDRUGLQDULDPHQWH DPSOLR SRU OR TXH VHUtD FDVL LPSRVLEOH GH DQDOL]DU
GHVGH HO SXQWR GH YLVWD RSHUDWLYR (O HQWRUQR VH UHILHUH D WRGRV DTXHOORV
IDFWRUHV H[WHUQRV D OD HPSUHVD TXHHVWDQR SXHGH FRQWURODU \ TXH WLHQHXQD
LQIOXHQFLDVLJQLILFDWLYDHQHOp[LWRGHXQDHVWUDWHJLDHPSUHVDULDO6LQHPEDUJR
VXDQiOLVLVSHUPLWHLGHQWLILFDUODVLQIOXHQFLDVSRVLWLYDVRQHJDWLYDVTXHHMHUFHQ\
SRUORWDQWRGHFLGLUODUHVSXHVWDPiVDGHFXDGDDODVPLVPDV
6H VXHOHQ GLVWLQJXLU GRV QLYHOHV GH HVWXGLR HQ HO DQiOLVLV GHO HQWRUQR
JHQHUDO \ HVSHFLILFR TXH WDQWR SRU VX PHWRGRORJtD FRPR SRU ORV REMHWLYRV
SHUVHJXLGRV MXVWLILFDQ VX GLIHUHQFLDFLyQ (O HQWRUQR JHQHUDO VH UHILHUH DO
PHGLR H[WHUQR TXH URGHD D OD HPSUHVD GHVGH XQD SHUVSHFWLYD JHQpULFD HV
GHFLUDWRGRORTXHURGHDDODHPSUHVDGHULYDGRGHOVLVWHPDVRFLRHFRQyPLFRHQ
HOTXHGHVDUUROODVXDFWLYLGDG(OHQWRUQRHVSHFLILFRVLQHPEDUJRVHUHILHUH
D ODSDUWHGHO HQWRUQRPiVSUy[LPDD ODDFWLYLGDGKDELWXDOGH OD HPSUHVDHV
GHFLUDOVHFWRURUDPDGHODDFWLYLGDGHFRQyPLFDDOTXHODHPSUHVDSHUWHQHFH
Macroambiente 
(O DPELHQWH HVWi IRUPDGR SRU WRGRV ORV IDFWRUHV HFRQyPLFRV
WHFQROyJLFRVVRFLDOHVSROtWLFRVFXOWXUDOHVHQWUHRWURVTXHVHSUHVHQWDQHQHO
PXQGR\HQODVRFLHGDGHQJHQHUDO(VWRVIDFWRUHVIRUPDQXQFDPSRGLQiPLFR
FRPSXHVWRSRUXQWRUEHOOLQRGHIXHU]DVTXHVHFUX]DQVHMXQWDQVHPXOWLSOLFDQ
VHDQXODQSURYRFDQGRDFFLRQHV\UHDFFLRQHV\HQFRQVHFXHQFLDLQHVWDELOLGDG\
FDPELRDVtFRPRFRPSOHMLGDGHLQFHUWLGXPEUHUHVSHFWRGHODVVLWXDFLRQHVTXH
VHSURGXFHQ
(O HVFHQDULR DPELHQWDO LQIOX\H SRGHURVDPHQWH HQ WRGDV ODV

ϯϬŚŝĂǀĞŶĂƚŽ͕/͕͘ŽƉ͘Đŝƚ͕͘ϮϬϭϭ͕ƉĄŐ͘ϮϮ͘
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3\0(V(QWUHODWHRUtD\ODSUiFWLFD
RUJDQL]DFLRQHVFRQXQHIHFWRPD\RURPHQRU\FUHDQFRQGLFLRQHVPiVRPHQRV
IDYRUDEOHV
Ambiente de trabajo o microambiente 
(Q HO DPELHQWH GH WUDEDMR HV GRQGH OD RUJDQL]DFLyQ FUHD VX QLFKR GH
RSHUDFLRQHV \ HVWDEOHFH VX GRPLQLR (VWH GHILQH ODV UHODFLRQHV GH SRGHU \
GHSHQGHQFLD UHVSHFWRGH ORV IDFWRUHVDPELHQWDOHVTXHDFDEDPRVGHGHVFULELU
3RU OR WDQWRHODPELHQWHGHWUDEDMRRIUHFHUHFXUVRVPHGLRV\RSRUWXQLGDGHV
6LQ HPEDUJR WDPELpQ LPSRQH D ODV RUJDQL]DFLRQHV GHPDQGDV FRQGLFLRQHV
FRDFFLRQHV UHVWULFFLRQHVGHVDItRVFRQWLQJHQFLDV\DPHQD]DV/DRUJDQL]DFLyQ
TXHWLHQHp[LWRHVDTXHOODFDSD]GHFRRUGLQDUHOWUDEDMRGHLQGLYLGXRV\JUXSRV
TXHUHDOL]DQWDUHDVGHIRUPDTXHOHSHUPLWDDOVLVWHPDWRWDORSHUDUGHQWURGH
ODV UHVWULFFLRQHV UHVSRQGHU D ODV GHPDQGDV \ REWHQHU YHQWDMD GH ODV
RSRUWXQLGDGHVTXHVXUJHQHQHODPELHQWH
Análisis F.O.D.A. 
/DPDWUL] )2'$ IRUWDOH]DV RSRUWXQLGDGHV GHELOLGDGHV \ DPHQD]DV
HV XQD KHUUDPLHQWD GH DQiOLVLV TXH SXHGH VHU DSOLFDGD D FXDOTXLHU VLWXDFLyQ
LQGLYLGXRSURGXFWRRHPSUHVDTXHHVWpDFWXDQGRFRPRREMHWRGHHVWXGLRHQXQ
PRPHQWRGHWHUPLQDGRGHOWLHPSR
(V FRPR VL VH WRPDUD XQD ³UDGLRJUDItD´ GH XQD VLWXDFLyQ DFWXDO GH OD
HPSUHVD ODV YDULDEOHV DQDOL]DGDV \ OR TXH HOODV UHSUHVHQWDQ HQ ODPDWUL] VRQ
SDUWLFXODUHV GH HVH PRPHQWR /XHJR GH DQDOL]DUODV VH GHEHUiQ WRPDU
GHFLVLRQHVHVWUDWpJLFDVSDUDPHMRUDUODVLWXDFLyQHQHOIXWXUR
3DUDFRPHQ]DUXQDQiOLVLV)2'$VHGHEHKDFHUXQDGLVWLQFLyQFUXFLDO
HQWUH ODV FXDWUR YDULDEOHV SRU VHSDUDGR \ GHWHUPLQDU TXp HOHPHQWRV
FRUUHVSRQGHQDFDGDXQD
 )RUWDOH]DVVRQODVFDSDFLGDGHVLQWHUQDVHVSHFLDOHVFRQODVTXHFXHQWD
ODHPSUHVD\TXH OHSHUPLWH WHQHUXQDSRVLFLyQSULYLOHJLDGD IUHQWHD OD
FRPSHWHQFLD
 2SRUWXQLGDGHV VRQ DTXHOORV IDFWRUHV TXH UHVXOWDQ SRVLWLYRV TXH VH
GHEHQ GHVFXEULU HQ HO HQWRUQR HQ HO TXH DFW~D OD HPSUHVD \ TXH
SHUPLWHQREWHQHUYHQWDMDVFRPSHWLWLYDV
 'HELOLGDGHV VRQ DTXHOORV IDFWRUHV TXH SURYRFDQ XQD SRVLFLyQ
GHVIDYRUDEOH IUHQWH D OD FRPSHWHQFLD UHFXUVRV GH ORV TXH VH FDUHFH
KDELOLGDGHVTXHQRVHSRVHHQHQWUHRWURV

ϯϭŚŝĂǀĞŶĂƚŽ͕/͕͘ŽƉ͘Đŝƚ͕͘ϮϬϭϭ͕ƉĄŐƐ͘ϮϯͲϮϱ͘
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3\0(V(QWUHODWHRUtD\ODSUiFWLFD
 $PHQD]DV VRQ DTXHOODV VLWXDFLRQHV TXH SURYLHQHQGHO HQWRUQR \ TXH
SXHGHQOOHJDUDDWHQWDULQFOXVRFRQWUDODSHUPDQHQFLDGHODRUJDQL]DFLyQ
KHFKRVLPSUHYLVWRV
7DQWR ODV IRUWDOH]DV FRPR ODV GHELOLGDGHV VRQ LQWHUQDV GH OD
RUJDQL]DFLyQSRUORTXHHVSRVLEOHDFWXDUGLUHFWDPHQWHVREUHHOODV(QFDPELR
ODV RSRUWXQLGDGHV \ ODV DPHQD]DV VRQ H[WHUQDV \ VyOR VH SXHGH WHQHU
LQMHUHQFLDVREUHHOODVPRGLILFDQGRORVDVSHFWRVLQWHUQRV
/D LGHD FHQWUDO HV LGHQWLILFDU ORV WHPDV SULQFLSDOHV D SDUWLU GHO DQiOLVLV
HVWUDWpJLFR GH PDQHUD GH DSURYHFKDU DO Pi[LPR ODV RSRUWXQLGDGHV \
SURWHJHUVH GH ODV DPHQD]DV WHQLHQGR HQ FXHQWD ODV SURSLDV IXHU]DV \
GHELOLGDGHV (Q RWUDV SDODEUDV VH WUDWD GH GLVHxDU OD PHMRU LQVHUFLyQ GHO
VLVWHPDGHQWURGHOPDFURVLVWHPD

Gráfico 14: MATRIZ F.O.D.A. 

Fuente: elaboración propia.  
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3\0(V(QWUHODWHRUtD\ODSUiFWLFD
CAMBIO ORGANIZACIONAL 

8QFDPELRRUJDQL]DFLRQDOUHSUHVHQWDFXDOTXLHUPRGLILFDFLyQGHOSHUVRQDO
OD HVWUXFWXUDR OD WHFQRORJtD FRQ ODTXHRSHUDXQDRUJDQL]DFLyQ /RV FDPELRV
RUJDQL]DFLRQDOHV VXHOHQGHPDQGDU ODSUHVHQFLDGHDOJ~QHQWH FRQRFLGRFRPR
DJHQWH GH FDPELR TXH DFW~H FRPR FDWDOL]DGRU LPSXOVRU \ DVXPD OD
UHVSRQVDELOLGDGGHPDQHMDUHOSURFHVRGHWUDQVIRUPDFLyQ(ODJHQWHGHFDPELR
SXHGH VHU XQ JHUHQWH GH OD RUJDQL]DFLyQ SHUR WDPELpQ DOJXLHQ TXH QR
GHVHPSHxHXQSXHVWRJHUHQFLDORLQFOXVRXQFRQVXOWRUH[WHUQR
(OFDPELRHVSDUWHLQWUtQVHFDGHODYLGDRUJDQL]DFLRQDO6LQHPEDUJRODV
RUJDQL]DFLRQHV HQIUHQWDQ FDPELRV SRUTXH ORV IDFWRUHV LQWHUQRV \ H[WHUQRV
GHPDQGDQTXHKD\DXQDWUDQVIRUPDFLyQ
 
Gráfico 15: FACTORES INTEROS Y EXTERNOS QUE GENERAN CAMBIOS 

Fuente: elaboración propia basada en Robbins, S. P.; Coulter, M., 2014, pág. 188.  

Cambio planeado 
$OJXQDVRUJDQL]DFLRQHV WUDWDQDOFDPELRFRPRDOJRDFFLGHQWDOHVGHFLU
TXHHOFDPELRVHSURGXFHLQPLQHQWHPHQWHGHELGRDLPSUHYLVWRVTXHGHEHQVHU
UHVXHOWRV GH OD PDQHUD PiV HILFD] \ FRQYHQLHQWH SDUD ORV PLHPEURV GH OD
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RUJDQL]DFLyQ6LQHPEDUJRHQRWUDVRUJDQL]DFLRQHVHMHUFHQFLHUWDVDFWLYLGDGHV
GHOFDPELRTXHVRQSURDFWLYDV\TXHWLHQHQXQSURSyVLWRHVGHFLUTXHHQIRFDQ
HOFDPELRFRPRXQDDFWLYLGDGLQWHQFLRQDORULHQWDGDDOORJURGHPHWDV
HVWHDFFLRQDUHVTXHHOGHVWDFDPRV
(VHQFLDOPHQWHH[LVWHQGRVPHWDVGHOFDPELRSODQHDGRODSULPHUDEXVFD
PHMRUDU OD FDSDFLGDG GH OD RUJDQL]DFLyQ SDUD DGDSWDUVH D FDPELRV HQ VX
DPELHQWHODVHJXQGDWUDWDGHFDPELDUHOFRPSRUWDPLHQWRGHORVHPSOHDGRV
/RVHVIXHU]RVSRUHVWLPXODUODLQQRYDFLyQHOGDUSRGHUDORVHPSOHDGRVH
LQWURGXFLUHTXLSRVGHWUDEDMRVRQHMHPSORGHDFWLYLGDGHVGHFDPELRSODQHDGR
GLULJLGRDUHVSRQGHUFDPELRVHQHODPELHQWH
'HELGR D TXH HO p[LWR R IUDFDVR GH XQD RUJDQL]DFLyQ EiVLFDPHQWH VH
GHEH D ODV FRVDV TXH VXV HPSOHDGRV KDFHQ R GHMDQ GH KDFHU HO FDPELR
SODQHDGR WDPELpQ WLHQH TXH YHU FRQ OD PRGLILFDFLyQ GHO FRPSRUWDPLHQWR GH
LQGLYLGXRV\JUXSRVGHQWURGHODRUJDQL]DFLyQ
Tipos de cambio 
(Q EDVH D ODV PHWDV TXH VH SURSRQH HO FDPELR SODQHDGR SRGHPRV
GLVWLQJXLUWUHVIXHQWHVGHVGHGRQGHHQIRFDUORVFDPELRVRUJDQL]DFLRQDOHV

Gráfico 16: TIPOS DE CAMBIO 

Fuente: elaboración propia basada en Robbins, S. P.; Coulter, M., 2014, pág. 191. 
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
3\0(V(QWUHODWHRUtD\ODSUiFWLFD

 &DPELRV HVWUXFWXUDOHV LQFOX\HQ FXDOTXLHU PRGLILFDFLyQ GH ODV
YDULDEOHVUHODWLYDVDODHVWUXFWXUDFRPRODVUHODFLRQHVHQWUHHOVXSHULRU\
HOVXERUGLQDGRORVPHFDQLVPRVGHFRRUGLQDFLyQHOHPSRGHUDPLHQWRGH
ORVHPSOHDGRVRHOUHGLVHxRGHORVSXHVWRVGHWUDEDMR
'H XQ PRGR JHQpULFR ODV PRGLILFDFLRQHV TXH VH GDQ HQ HO HQWRUQR
H[WHUQRRHQODVHVWUDWHJLDVRUJDQL]DFLRQDOHVVXHOHQSURYRFDUFDPELRVHQ
ODHVWUXFWXUDGHODHPSUHVD(QYLUWXGGHTXHODHVWUXFWXUDRUJDQL]DFLRQDO
VHGHILQH FRQEDVHHQ FyPRVH UHDOL]DHO WUDEDMR \HQTXLpQ OR OOHYDD
FDER ORV JHUHQWHV SXHGHQ DOWHUDU FXDOTXLHUD GH HVRV FRPSRQHQWHV
HVWUXFWXUDOHVRDPERV
 &DPELRV WHFQROyJLFRVDEDUFDQ ODVPRGLILFDFLRQHVTXHRFXUUHQHQ OD
IRUPD GH GHVHPSHxDU HO WUDEDMR R HQ ORV PpWRGRV \ ORV HTXLSRV
XWLOL]DGRVSDUDOOHYDUORDFDER
8VXDOPHQWHVHRSWDSRUWUDQVIRUPDUODWHFQRORJtDXWLOL]DGDSDUDFRQYHUWLU
ORVLQVXPRVHQSURGXFFLyQHVIUHFXHQWHTXHORVIDFWRUHVFRPSHWLWLYRVR
ODVLQQRYDFLRQHVUHFLHQWHVTXHVHSUHVHQWDQHQXQDLQGXVWULDGHPDQGHQ
TXH ORV JHUHQWHV LQWURGX]FDQ PDTXLQDULDV KHUUDPLHQWDV R PpWRGRV
RSHUDWLYRV QRYHGRVRV +R\ HQ GtD ORV FDPELRV WHFQROyJLFRV VXHOHQ
LPSOLFDUODFRPSXWDUL]DFLyQ\ODDXWRPDWL]DFLyQ
 &DPELRVHQHOSHUVRQDOVHUHILHUHQDFXDOHVTXLHUDPRGLILFDFLRQHVHQ
ODV DFWLWXGHV H[SHFWDWLYDV SHUFHSFLRQHV \ FRPSRUWDPLHQWRV GH
LQGLYLGXRVRJUXSRV
0RGLILFDU OD IXHU]D ODERUDO LPSOLFDPRGLILFDU VXV DFWLWXGHV H[SHFWDWLYDV
SHUFHSFLRQHV \ FRPSRUWDPLHQWRV WDUHD TXH QR HV IiFLO GH ORJUDU
'HVDUUROORRUJDQL]DFLRQDO'2HVHOWpUPLQRTXHVHXWLOL]DSDUDGHVFULELU
ORVPpWRGRV GH FDPELR HQIRFDGRV HQ OD IXHU]D ODERUDO DVt FRPRHQ OD
QDWXUDOH]D \ OD FDOLGDG GH ODV UHODFLRQHV LQWHUSHUVRQDOHV HQ HO WUDEDMR
$OJXQDV GH ODV WpFQLFDV PiV FRQRFLGDV VRQ ODV HQFXHVWDV GH
UHWURDOLPHQWDFLyQODFUHDFLyQGHHTXLSRVHOGHVDUUROORLQWHUJUXSDO&DGD
XQD GH HOODV EXVFD SURYRFDU FDPELRV HQ ORV HPSOHDGRV GH ODV
RUJDQL]DFLRQHV \ ORJUDUTXH WUDEDMHQPHMRUHQFRQMXQWR(V LPSRUWDQWH
GHVWDFDU TXH ODV DFWLYLGDGHV GHO '2 GHEHQ HVWDU EDVDGDV HQ ODV
FRVWXPEUHVORFDOHV\HQODFXOWXUDRUJDQL]DFLRQDO
Resistencia al cambio 
6XHOHGHFLUVHTXH ODVSHUVRQDVRGLDPRVFDPELDUDPHQRVTXHKDFHUOR
LPSOLTXHDOJ~QEHQHILFLRHFRQyPLFR1XHVWURVHJRVVRQIUiJLOHV\HVIUHFXHQWH
TXHYHDPRVDOFDPELRFRPRDOJRDPHQD]DGRU
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(Q FLHUWD IRUPD OD UHVLVWHQFLD DO FDPELR HV SRVLWLYD KDFH TXH HO
FRPSRUWDPLHQWRVHDPiVHVWDEOH\SUHGHFLEOH6LQRKXELHUDFLHUWDUHVLVWHQFLD
HO FRPSRUWDPLHQWR RUJDQL]DFLRQDO DGRSWDUtD ODV FDUDFWHUtVWLFDV GH XQ D]DU
FDyWLFR/DUHVLVWHQFLDDOFDPELRWDPELpQHVXQDIXHQWHGHFRQIOLFWRIXQFLRQDO
3RU HMHPSOR UHVLVWLUVH D XQ SODQ GH UHRUJDQL]DFLyQ HVWLPXOD XQ GHEDWH
VDOXGDEOH DFHUFD GH ORVPpULWRV GH ODV LGHDV \ GD FRPR UHVXOWDGR XQDPHMRU
GHFLVLyQ6LQHPEDUJRKD\XQDGHVYHQWDMDGHILQLGDDODUHVLVWHQFLDDOFDPELR\
HVTXHREVWDFXOL]DODDGDSWDFLyQ\HOSURJUHVR
/D UHVLVWHQFLD DO FDPELR QR QHFHVDULDPHQWH DIORUD GH PDQHUD
HVWDQGDUL]DGD SXHGH VHU DELHUWD LPSOtFLWD LQPHGLDWD R GLIHULGD 3RU OR
JHQHUDO HVPXFKRPiV VHQFLOOR WUDWDU FRQ OD UHVLVWHQFLD FXDQGR HV DELHUWD H
LQPHGLDWD FRPR FXDQGR VH SURSRQH XQ FDPELR \ ORV HPSOHDGRV UHVSRQGHQ
UiSLGRH[SUHVDQGRVXVTXHMDVGLVPLQX\HQGRHOULWPRGHWUDEDMRDPHQD]DQGR
FRQKDFHU KXHOJDV HQWUHRWUDV(OPD\RUGHVDItR HVDGPLQLVWUDU OD UHVLVWHQFLD
FXDQGRHV LPSOtFLWDRGLIHULGD/DUHVLVWHQFLD LPSOtFLWDHVPiVVXWLOSpUGLGDGH
OHDOWDGFRQODRUJDQL]DFLyQFDUHQFLDGHPRWLYDFLyQSDUDWUDEDMDUPiVHUURUHV\
IDOODV PD\RU DXVHQWLVPR SRU ³HQIHUPHGDG´ \ SRU HOOR HV PiV GLItFLO GH
GHWHFWDU'HPDQHUDVLPLODU ODVDFFLRQHVGLIHULGDVRFXOWDQ ODUHODFLyQTXHKD\
HQWUHHORULJHQGHODUHVLVWHQFLD\ODVUHDFFLRQHVUHVSHFWLYDV8QFDPELRWDOYH]
SURGX]FDORTXHSDUHFHVHUVyORXQDUHDFFLyQPtQLPDHQHOPRPHQWRHQTXHVH
LQLFLD SHUR OXHJR OD UHVLVWHQFLD DIORUD VHPDQDV PHVHV R LQFOXVR DxRV PiV
WDUGH2XQVRORFDPELRTXHSRUVtVRORWHQGUtDSRFRHIHFWRVHFRQYLHUWHHQOD
JRWD TXH GHUUDPDHO YDVR /DV UHDFFLRQHV DO FDPELR FUHFHQ \ OXHJR H[SORWDQ
FRPR UHVSXHVWD TXH SDUHFH WRWDOPHQWH IXHUD GH SURSRUFLyQ D OD DFFLyQ
SUHFHGHQWH6LQOXJDUDGXGDVODUHVLVWHQFLDVyORVHGLILULy\VHDFXPXOy/RTXH
VXUJHHVODUHVSXHVWDDODDFXPXODFLyQGHFDPELRVSUHYLRV
/DV IXHU]DVSULQFLSDOHVGH UHVLVWHQFLD DO FDPELRSXHGHQSUHVHQWDUVHGH
DFXHUGR D ORV RUtJHQHV LQGLYLGXDOHV R ELHQ GHO WLSR RUJDQL]DFLRQDO /DV PiV
GHVWDFDGDVVRQ
2ULJHQLQGLYLGXDO
 +iELWR D ILQ GH UHVROYHU ODV FRPSOHMLGDGHV GH OD YLGD UXWLQDULD QRV
EDVDPRV HQ KiELWRV R HQ UHVSXHVWDV SURJUDPDGDV 3HUR FXDQGR QRV
HQIUHQWDPRV DO FDPELR HVWD WHQGHQFLD D UHVSRQGHU HQ OD IRUPD
DFRVWXPEUDGDVHYXHOYHXQDIXHQWHGHUHVLVWHQFLD
 6HJXULGDG ODV SHUVRQDV FRQ PXFKD QHFHVLGDG GH VHJXULGDG HV
SUREDEOHTXH VH UHVLVWDQDO FDPELRSRUTXHDPHQD]D VX VHQWLPLHQWRGH
VHJXULGDG
 (OHPHQWRV GH QXHVWUD SURSLHGDG HO FDPELR DPHQD]D OD LQYHUVLyQ
TXHKHPRVKHFKRHQHOHVWDGRDFWXDOGHODVFRVDV(QWUHPiVSHUVRQDV
KD\DQLQYHUWLGRHQHOVLVWHPDYLJHQWHPiVUHVLVWHQFLDDOFDPELRKDEUi
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3\0(V(QWUHODWHRUtD\ODSUiFWLFD
QRV GD PLHGR SHUGHU QXHVWUR HVWDWXV QXHVWUD DXWRULGDG QXHVWURV
DPLJRVQXHVWURVEHQHILFLRVSHUVRQDOHVRFXDOTXLHURWUR IDFWRUTXHQRV
VHD YDOLRVR (VWH WHPRU H[SOLFD SRU TXp ORV WUDEDMDGRUHV GH HGDG
DYDQ]DGDWLHQGHQDUHVLVWLUVHDOFDPELRPiVTXHORVHPSOHDGRVMyYHQHV
HQWpUPLQRVJHQHUDOHV ORVSULPHURVKDEUiQLQYHUWLGRPiVHQHOVLVWHPD
YLJHQWH \ SRU OR WDQWR WHQGUiQPiVPLHGR D VXIULU SpUGLGDVGHELGR DO
FDPELR
 )DFWRUHV HFRQyPLFRV ORV FDPELRV HQ ODV WDUHDV R HQ ODV UXWLQDV
HVWDEOHFLGDVRULJLQDQWHPRUHVHFRQyPLFRVVLDODVSHUVRQDVOHVSUHRFXSD
QRVHUFDSDFHVGHUHDOL]DUODVQXHYDVDFWLYLGDGHVHQHVSHFLDOFXDQGRHO
SDJRHVWiHQIXQFLyQGHODSURGXFWLYLGDG
 0LHGR D OR GHVFRQRFLGR HO FDPELR VXVWLWX\H OD DPELJHGDG \ OR
LQFLHUWRSRUORGHVFRQRFLGR
 3URFHVDPLHQWR VHOHFWLYR GH LQIRUPDFLyQ ORV LQGLYLGXRV VRQ
UHVSRQVDEOHV GH SURFHVDU VHOHFWLYDPHQWH OD LQIRUPDFLyQ D ILQ GH
PDQWHQHUVXVSHUFHSFLRQHVLQWDFWDV(VFXFKDQORTXHTXLHUHQHVFXFKDUH
LJQRUDQODLQIRUPDFLyQTXHFRQWUDGLFHHOPXQGRFUHDGRSRUHOORV
2ULJHQRUJDQL]DFLRQDO
 ,QHUFLD RUJDQL]DFLRQDO ODV RUJDQL]DFLRQHV FRQVWUX\HQ PHFDQLVPRV
FRPR VXVSURFHVRVGH VHOHFFLyQ\ UHJXODFLRQHV IRUPDOHVSDUDSURGXFLU
HVWDELOLGDG&XDQGRXQDRUJDQL]DFLyQVHHQIUHQWDDOFDPELRHVWDLQHUFLD
HVWUXFWXUDODFW~DHQFRQWUDDILQGHVRVWHQHUODHVWDELOLGDG
 &HQWUROLPLWDGRGHOFDPELRODVRUJDQL]DFLRQHVHVWiQFRQVWLWXLGDVSRU
FLHUWR Q~PHUR GH VXEVLVWHPDV LQWHUGHSHQGLHQWHV 1R SXHGH FDPELDUVH
XQR VLQ DIHFWDU D ORV GHPiV 3RU OR WDQWR ORV FDPELRV OLPLWDGRV HQ ORV
VXEVLVWHPDVWLHQGHQDVHUDQXODGRVSRUHOVLVWHPDPD\RU
 $PHQD]D D OD H[SHULHQFLD ORV FDPELRV HQ ORV SDWURQHV
RUJDQL]DFLRQDOHVDPHQD]DQODH[SHULHQFLDGHORVJUXSRVHVSHFLDOL]DGRV
 $PHQD]D D ODV UHODFLRQHV GH SRGHU HVWDEOHFLGDV FXDOTXLHU
UHGLVWULEXFLyQ GH OD DXWRULGDG SDUD WRPDU GHFLVLRQHV DPHQD]D ODV
UHODFLRQHV GH SRGHU HVWDEOHFLGDV GHVGH WLHPSR DQWHV GHQWUR GH OD
RUJDQL]DFLyQ
 $PHQD]DDODDVLJQDFLyQHVWDEOHFLGDGHUHFXUVRVORVJUXSRVHQOD
RUJDQL]DFLyQTXHFRQWURODQ ORV UHFXUVRV OLPLWDGRVFRQ IUHFXHQFLDYHQDO
FDPELR FRPR XQD DPHQD]D 7LHQGHQ D HVWDU FRQWHQWRV FRQ ODV FRVDV
FRPRHVWiQ
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Reducción de la resistencia al cambio  
&XDQGRODUHVLVWHQFLDDOFDPELRDIHFWDDOGHVHPSHxRRUJDQL]DFLRQDO
H[LVWHQFLHUWDVWiFWLFDVTXHORVDJHQWHVGHOFDPELRSXHGHQLPSOHPHQWDU/DV
PiVGHVWDFDGDVVRQ
 (GXFDFLyQ\FRPXQLFDFLyQ OD UHVLVWHQFLDVH UHGXFHSRUPHGLRGH OD
FRPXQLFDFLyQFRQORVHPSOHDGRVDILQGHD\XGDUORVDTXHYHDQODOyJLFD
GH XQ FDPELR /D FRPXQLFDFLyQ UHGXFH OD UHVLVWHQFLD GH PRGR TXH
FRPEDWHORVHIHFWRVGHODPDODLQIRUPDFLyQ\ODFRPXQLFDFLyQGHILFLHQWH
 3DUWLFLSDFLyQ HV GLItFLO TXH ORV LQGLYLGXRV UHVLVWDQ OD GHFLVLyQ GH XQ
FDPELR HQ HO TXH KD\DQSDUWLFLSDGR /D SDUWLFLSDFLyQ HQ HO SURFHVR GH
WRPD GH GHFLVLRQHV GH TXLHQHV HVWpQ LQYROXFUDGRV HQ HO FDPELR
SURSXHVWR SHUPLWH TXH OD FDOLGDG GH SURFHVR VH LQFUHPHQWH TXH ORV
HPSOHDGRVH[SUHVHQVXVVHQWLPLHQWRV\TXHVHFRPSURPHWDQGH IRUPD
PiVSURIXQGDFRQODGHFLVLyQILQDO
 2EWHQHU DSR\R \ FRPSURPLVR WLHQH TXH YHU FRQ D\XGDU D ORV
HPSOHDGRVDOLGLDUFRQHOWHPRU\ODDQVLHGDGDVRFLDGRVFRQHOHVIXHU]R
GHFDPELRRIUHFLHQGRXQFRQMXQWRGHWpFQLFDVGHDSR\RDILQGHUHGXFLU
OD UHVLVWHQFLD (O DSR\R SXHGH FRQVLVWLU HQ RIUHFHU DVHVRUtD WHUDSLD
FDSDFLWDFLyQ HQ QXHYDV DSWLWXGHV R XQ SHUPLVR SDUD DXVHQWDUVH GHO
WUDEDMRDOJXQRVGtDVVLQDIHFWDUHOVDODULR
 1HJRFLDFLyQ VH UHILHUH D RIUHFHU D ORV HPSOHDGRV DOJR GH YDORU D
FDPELRGHREWHQHUVXFRPSURPLVRFRQHOFDPELR\UHGXFLUVXUHVLVWHQFLD
(VWD HVWUDWHJLD SRGUtD VHU PX\ ~WLO VL OD UHVLVWHQFLD SURYLHQH GH XQD
IXHQWHSRGHURVD
 ,PSOHPHQWDU ORV FDPELRV FRQ MXVWLFLD VL WUDWD TXH ORV JHUHQWHV
KDJDQTXHORVHPSOHDGRVYHDQHOFDPELRSRVLWLYDPHQWHODPD\RUSDUWH
GHpVWRVUHDFFLRQDUiQHQIRUPDQHJDWLYD$ ODPD\RUtDGH ODVSHUVRQDV
VLPSOHPHQWH QRV OHV JXVWD HO FDPELR 3HUR XQD IRUPD HQ TXH ODV
RUJDQL]DFLRQHVPLQLPL]DQ HO LPSDFWR QHJDWLYR GHO FDPELR DXQ FXDQGR
ORVHPSOHDGRVORSHUFLEDQFRPRQHJDWLYRHVDVHJXUDUOHVTXHHOFDPELR
VH LPSOHPHQWDUiFRQ MXVWLFLD ODRUJDQL]DFLyQGHEHHVIRU]DUVHSDUDTXH
ORV HPSOHDGRV YHDQ OD UD]yQ GHO FDPELR \ SHUFLEDQ TXH pVWH VH YD D
LPSOHPHQWDUHQIRUPDFRQVLVWHQWH\MXVWD
 0DQLSXODFLyQ \ DEVRUFLyQ FDPELDU \ GLVWRUVLRQDU ORV KHFKRV SDUD
KDFHU TXH SDUH]FDQ PiV DWUDFWLYRV HVSDUFLU LQIRUPDFLyQ LQGHVHDEOH \
FUHDU IDOVRV UXPRUHVSDUDKDFHUTXH ORVHPSOHDGRVDFHSWHQHO FDPELR
VRQDOJXQRV HMHPSORVGHPDQLSXODFLyQ%XVFD WDPELpQ ³FRPSUDU´ D ORV
OtGHUHVGHXQJUXSRHQUHVLVWHQFLDDOGDUOHVXQSDSHOFODYHHQODGHFLVLyQ

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GHO FDPELR 6H EXVFD HO FRQVHMR GHO OtGHU QR SDUD WRPDU XQD PHMRU
GHFLVLyQVLQRSDUDREWHQHUVXUHVSDOGR
 &RHUFLyQWLHQHTXHYHUFRQODDSOLFDFLyQGHDPHQD]DVRIXHU]DGLUHFWD
VREUHTXLHQHVUHVLVWHQ$OJXQRVHMHPSORVGHFRHUFLyQVRQODSpUGLGDGH
DVFHQVRV ODV HYDOXDFLRQHV GH GHVHPSHxR QHJDWLYDV ODV DPHQD]DV GH
WUDVODGR7DQWRODFRHUFLyQFRPRODPDQLSXODFLyQ\DEVRUFLyQVRQIRUPDV
EDUDWDV\IiFLOHVGHJDQDUHODSR\RGHORVDGYHUVDULRVSHURODWiFWLFDVH
UHYLHUWH VL ODV SHUVRQDV REMHWLYDV VH GDQ FXHQWD GH TXH VH ODV HVWi
HQJDxDQGRRXVDQGR8QDYH]GHVFXELHUWRHODJHQWHGHFDPELRSLHUGH
VXFUHGLELOLGDGSRUFRPSOHWR
 6HOHFFLRQDU D ODV SHUVRQDV TXH DFHSWDQ HO FDPELR ODV
LQYHVWLJDFLRQHV VXJLHUHQ TXH OD DSWLWXG GH DFHSWDU FRQ IDFLOLGDG HO
FDPELR \ DGDSWDUVH D pVWH VH UHODFLRQD FRQ OD SHUVRQDOLGDG DOJXQDV
SHUVRQDV VLPSOHPHQWH WLHQHQ DFWLWXGHV PiV SRVLWLYDV KDFLD HO FDPELR
TXHRWUDV3DUHFHTXHODVSHUVRQDVTXHVHDMXVWDQPHMRUDOFDPELRVRQ
DTXHOODV TXH HVWiQ DELHUWDV D ODV H[SHULHQFLDV DGRSWDQ XQD DFWLWXG
SRVLWLYDKDFLDHOFDPELRHVWiQGLVSXHVWDVDFRUUHUULHVJRV\VRQIOH[LEOHV
HQVXFRPSRUWDPLHQWR

CAPITAL INTELECTUAL Y CAPITAL HUMANO  

Capital intelectual 
'XUDQWH OD HUD LQGXVWULDO OD LPDJHQ GHO p[LWR RUJDQL]DFLRQDO VH
UHSUHVHQWDED SRU HO WDPDxR GH OD RUJDQL]DFLyQ \ GH VXV LQVWDODFLRQHV ItVLFDV
SRU HO SDWULPRQLR FRQWDEOH \ VREUH WRGR SRU VX ULTXH]D ILQDQFLHUD /D
DFXPXODFLyQ GH UHFXUVRV ILQDQFLHURV \ PDWHULDOHV HUD XQR GH ORV REMHWLYRV
RUJDQL]DFLRQDOHVPiV LPSRUWDQWHV(VR\DSDVy+R\HQGtD HOKHFKRGHTXH
XQDRUJDQL]DFLyQVHDJUDQGHQRVLJQLILFDTXHWHQJDp[LWR(VWRVHGHEHDXQD
VHQFLOOD UD]yQ OD LQQRYDFLyQ /D LQQRYDFLyQ HV OD FDSDFLGDG GH XQD
RUJDQL]DFLyQGHDGHODQWDUVHDORVGHPiVFRQTXLVWDQGRFOLHQWHV\FRQVXPLGRUHV
DORIUHFHUOHVPD\RUVDWLVIDFFLyQSRUVXVFRPSUDV
(Q ODHUDGH OD LQIRUPDFLyQHO FDSLWDO ILQDQFLHURGHMDGHVHUHO UHFXUVR
PiV LPSRUWDQWHGHXQDRUJDQL]DFLyQSDUDSDVDU DRFXSDU VX OXJDU HOFDSLWDO
LQWHOHFWXDO (O FDSLWDO LQWHOHFWXDO FRQVWD GH DFWLYRV LQWDQJLEOHV FRPR ORV
VLJXLHQWHV
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 &DSLWDO LQWHUQR FRPSUHQGH OD HVWUXFWXUD LQWHUQD GH OD RUJDQL]DFLyQ
FRQFHSWRVPRGHORV\VLVWHPDVDGPLQLVWUDWLYRV\GHFyPSXWR
 &DSLWDOH[WHUQR FRPSUHQGH OD HVWUXFWXUD H[WHUQDGH OD RUJDQL]DFLyQ
HVGHFLU ODVUHODFLRQHVFRQORVFOLHQWHV\SURYHHGRUHVDVtFRPRPDUFDV
UHJLVWUDGDVSDWHQWHV\HOSUHVWLJLRGHODHPSUHVD
 &DSLWDO KXPDQR HV HO FDSLWDO GH JHQWH WDOHQWRV \ FRPSHWHQFLDV
KDELOLGDGHV/DFRPSHWHQFLDGHXQDSHUVRQDHVODFDSDFLGDGGHDFWXDU
HQ GLYHUVDV VLWXDFLRQHV SDUD FUHDU DFWLYRV WDQWR WDQJLEOHV FRPR
LQWDQJLEOHV (Q VX FRQMXQWR OD RUJDQL]DFLyQ FOLHQWHV \ SHUVRQDV
FRQVWLWX\HQ HO WUtSRGH GHO FDSLWDO LQWHOHFWXDO (O FRQRFLPLHQWR HV
IXQGDPHQWDO HQ HVWH FRQMXQWR (O FDXGDO GHO FRQRFLPLHQWR GH XQD
SHUVRQDQRGLVPLQX\HVHFRPSOHPHQWDFRQHOGHORVGHPiV
Capital humano 
*UDQ SDUWH GHO FDSLWDO LQWHOHFWXDO HVWi UHSUHVHQWDGR SRU HO FDSLWDO
KXPDQR(OFDSLWDOKXPDQRVHFRPSRQHGHODVSHUVRQDVTXHIRUPDQSDUWHGH
ODRUJDQL]DFLyQVLJQLILFDWDOHQWRTXHQHFHVLWDFRQVHUYDUVH\GHVDUUROODUVHHVXQ
FDSLWDO LQYLVLEOH FRPSXHVWRGH DFWLYRV LQWDQJLEOHV (O YDORU GHPHUFDGRGH ODV
RUJDQL]DFLRQHV \D QR VyOR GHSHQGH GH VX YDORU SDWULPRQLDO ItVLFR VLQR VREUH
WRGRGHVXFDSLWDOLQWHOHFWXDO
(Q ODHUDGH OD LQIRUPDFLyQHO FRQRFLPLHQWRVHFRQYLHUWHHQHO UHFXUVR
RUJDQL]DFLRQDO PiV LPSRUWDQWH GH XQD HPSUHVD 8QD ULTXH]D PiV YDOLRVD \
FUXFLDOTXHHOGLQHUR
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CAPÍTULO III: GESTIÓN DE RECURSOS 
HUMANOS Y COMUNICACIÓN 

CARACTERÍSTICAS Y FUNCIONES DEL ÁREA DE 
RECURSOS HUMANOS 

El carácter multivariado del área de RR.HH 
(OiUHDGH55++HVXQiUHDLQWHUGLVFLSOLQDULDFRPSUHQGHFRQFHSWRVGH
SVLFRORJtD LQGXVWULDO\RUJDQL]DFLRQDOVRFLRORJtDGHUHFKR ODERUDOPHGLFLQDGHO
WUDEDMR/RVDVXQWRVTXHVHVXHOHQWUDWDUHQHVWHVHFWRUVHUHODFLRQDQFRQXQD
PXOWLSOLFLGDG HQRUPH GH FDPSRV GH FRQRFLPLHQWRV VH KDEOD GH SODQHV GH
FDUUHUD GH GLVHxRV GH SXHVWR VDWLVIDFFLyQ HQ HO WUDEDMR DXVHQWLVPR RFLR
VDODULRV JDVWRV VRFLDOHV HILFLHQFLD \ HILFDFLD GLVFLSOLQD \ DFWLWXGHV DXGLWRUtD
HVWDGtVWLFDV \ UHJLVWURV \ XQ VLQQ~PHUR GH DVXQWRV GLYHUVRV /DV FXHVWLRQHV
WUDWDGDV SRU HO iUHD GH 55++ VH UHILHUHQ WDQWR D DVSHFWRV LQWHUQRV GH OD
RUJDQL]DFLyQFRPRH[WHUQRVRDPELHQWDOHV
'H ODPLVPD IRUPD TXH HO VHFWRU GRQGH VH GHVDUUROODQ ODV IXQFLRQHV
GHVHPSHxDGDV SRU ORV SURIHVLRQDOHV GH 55++ VRQ P~OWLSOHV GHEHQ FXPSOLU
UROHV WDQWR RSHUDWLYRV FRPR HVWUDWpJLFRV \ GHEHQ DVXPLU UHVSRQVDELOLGDG SRU
REMHWLYRVWDQWRFXDOLWDWLYRVFRPRFXDQWLWDWLYRVDFRUWR\ODUJRSOD]R
Un modelo de múltiples roles para el management de 
RR.HH
3DUD FUHDU YDORU \ REWHQHU UHVXOWDGRV ORV WUDEDMDGRUHV HQFDUJDGRV GHO
iUHDGH55++GHEHQFRPHQ]DUFHQWUiQGRVHHQODGHILQLFLyQGHORVDSRUWHVTXH
SXHGDUHDOL]DUHVHWUDEDMR/RVDSRUWHVJDUDQWL]DQORVUHVXOWDGRVGHOWUDEDMRGH
55++ (Q HVWH VHQWLGR H[LVWHQ FXDWUR UROHV IXQGDPHQWDOHV TXH SRGHPRV
GLVWLQJXLU
 0DQDJHPHQWGHUHFXUVRVKXPDQRVHVWUDWpJLFRVHOUROHVWUDWpJLFR
GH55++VHFHQWUDHQDOLQHDUODVHVWUDWHJLDV\SUiFWLFDVGH55++FRQ
ODHVWUDWHJLDGHORVQHJRFLRVSDVDQGRDVHUXQVRFLRHVWUDWpJLFRSDUD
OD FRPSDxtD 'H HVWD PDQHUD OD HPSUHVD SXHGH DGDSWDUVH PiV
IiFLOPHQWHDORVFDPELRVUHVSRQGHPHMRUDODGHPDQGDGHORVFOLHQWHV\
SXHGHORJUDUDOWRGHVHPSHxRILQDQFLHUR
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 $GPLQLVWUDFLyQ GH OD LQIUDHVWUXFWXUD GH OD ILUPD FUHDU XQD
LQIUDHVWUXFWXUD RUJDQL]DWLYD UHTXLHUH TXH ORV SURIHVLRQDOHV GLVHxHQ \
DSRUWHQ SURFHVRV GH 55++ HILFLHQWHV SDUD OD IRUPDFLyQ GH SODQWHOHV
HQWUHQDPLHQWRHYDOXDFLyQSUHPLRVSURPRFLyQ\TXHPDQHMHQGHXQD
PDQHUDGLVWLQWDHOPRYLPLHQWRGH ORVHPSOHDGRVGH ODRUJDQL]DFLyQ'H
HVWD IRUPD ORV SURIHVLRQDOHV GH 55++ DFW~DQ FRPR H[SHUWRV
DGPLQLVWUDWLYRV ORJUDQGR OD HILFLHQFLD DGPLQLVWUDWLYD HQ VXV
SURFHGLPLHQWRV\GHFLVLRQHV
 (O PDQDJHPHQW GH OD FRQWULEXFLyQ GH ORV HPSOHDGRV HO URO GH
FRQWULEXFLyQ SURSLR GH ORV SURIHVLRQDOHV GH 55++ LQFOX\H VX
LQYROXFUDPLHQWRHQORVSUREOHPDV ODVSUHRFXSDFLRQHV\ODVQHFHVLGDGHV
FRWLGLDQDV GH ORV HPSOHDGRV /RV SURIHVLRQDOHV GH 55++ GHEHQ VHU
DFWLYRV\HQpUJLFRVFRQYLUWLpQGRVHDVtHQDGDOLGHVGHORVHPSOHDGRV
YLQFXODQGR ODV FRQWULEXFLRQHV GH ORV WUDEDMDGRUHV DO p[LWR GH OD
RUJDQL]DFLyQ'HDFXHUGRDHVWHFRQWH[WRODFRQWULEXFLyQJHQHUDOGHORV
HPSHODGRVDXPHQWD
 &RQGXFLU OD WUDQVIRUPDFLyQ \ HO FDPELR OD WUDQVIRUPDFLyQ
HPSUHVDULDOLPSOLFDFDPELRVFXOWXUDOHVIXQGDPHQWDOHVGHQWURGHODILUPD
ORV SURIHVLRQDOHV GH 55++ TXH FRQGXFHQ OD WUDQVIRUPDFLyQ VH
FRQYLHUWHQ HQ JXDUGLDQHV \ FDWDOL]DGRUHV GH OD FXOWXUD GH OD HPSUHVD
&RPR DJHQWH GH FDPELR ORV HMHFXWLYRV GH 55++ D\XGDQ D ODV
RUJDQL]DFLRQHV D LGHQWLILFDU H LPSOHPHQWDU XQ SURFHVR SDUD OD
DGPLQLVWUDFLyQGHOFDPELR
El carácter situacional del área de RR.HH 
1R H[LVWHQ OH\HV QL SULQFLSLRV XQLYHUVDOHV SDUD OD $GPLQLVWUDFLyQ GH
5HFXUVRV+XPDQRV(OiUHDGH55++HVVLWXDFLRQDOHVGHFLUGHSHQGH
GHODVLWXDFLyQRUJDQL]DFLRQDOGHODPELHQWH ODWHFQRORJtDHPSOHDGDHQOD
RUJDQL]DFLyQODVSROtWLFDV\GLUHFWULFHVYLJHQWHVODILORVRItDDGPLQLVWUDWLYDGHOD
FRQFHSFLyQTXHVHWHQJDDFHUFDGHOVHUKXPDQR\VXQDWXUDOH]D\VREUHWRGR
GH OD FDQWLGDG \ FDOLGDG GH ORV UHFXUVRV KXPDQRV GLVSRQLEOHV $PHGLGD TXH
YDUtDQ HVWRV HOHPHQWRV FDPELD WDPELpQ OD IRUPD GH RUJDQL]DFLyQ $ HOOR VH
GHEHHOFDUiFWHUVLWXDFLRQDOGHOiUHDGH55++TXHQRVHFRPSRQHSRUWpFQLFDV
UtJLGDVHLQPXWDEOHVVLQRSRUWpFQLFDVPX\IOH[LEOHV\DGDSWDEOHVVXMHWDVDXQ
GHVDUUROORGLQiPLFR3RURWURODGRHOiUHDGH55++QRHVXQILQHQVtPLVPR
VLQR XQ PHGLR SDUD DOFDQ]DU OD HILFDFLD \ OD HILFLHQFLD GH ODV RUJDQL]DFLRQHV
PHGLDQWH ODV SHUVRQDV OR TXH SHUPLWH FRQGLFLRQHV IDYRUDEOHV SDUD TXH HVWDV
~OWLPDVORJUHQVXVREMHWLYRVLQGLYLGXDOHV

ϯϰhůƌŝĐŚ͕͘;ϭϵϵϳͿZĞĐƵƌƐŽƐ,ƵŵĂŶŽƐŚĂŵƉŝŽŶƐ͘ƌŐĞŶƚŝŶĂ͗'ƌĂŶŝĐĂ͘
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
3\0(V(QWUHODWHRUtD\ODSUiFWLFD
Objetivos del área de RR.HH 
/RVREMHWLYRVGHOiUHDGH55++GHEHQHVWDUIXHUDGHHOOD(OiUHDGHEH
VHUYLUDORVREMHWLYRVGHOQHJRFLRGHODRUJDQL]DFLyQ(OVHFWRUGH55++
FRQVLVWHHQODSODQHDFLyQRUJDQL]DFLyQGHVDUUROORFRRUGLQDFLyQ\FRQWUROGHODV
WpFQLFDV FDSDFHV GHSURPRYHU HO GHVHPSHxRHILFLHQWH GHO SHUVRQDO DOPLVPR
WLHPSRTXHODRUJDQL]DFLyQFRQVWLWX\HHOPHGLRTXHSHUPLWHDODVSHUVRQDVTXH
HQ HOOD FRODERUDQ ORJUDU VXV REMHWLYRV LQGLYLGXDOHV UHODFLRQDGRV GLUHFWD R
LQGLUHFWDPHQWHFRQHOWUDEDMR(OiUHDGH55++WUDWDGHFRQTXLVWDU\UHWHQHUD
ODVSHUVRQDVHQODRUJDQL]DFLyQSDUDTXHWUDEDMHQ\GHQORPi[LPRGHVtFRQ
XQDDFWLWXGSRVLWLYD\IDYRUDEOH
La administración de RR.HH 
/DPD\RUtDGHORVH[SHUWRVFRLQFLGHQHQTXHKD\FLQFRIXQFLRQHVEiVLFDV
TXH WRGRV ORV JHUHQWHV GHVHPSHxDQ OD SODQHDFLyQ OD RUJDQL]DFLyQ OD
LQWHJUDFLyQ ODGLUHFFLyQ\HOFRQWURO(QFRQMXQWRHVWDVIXQFLRQHVUHSUHVHQWDQ
HO SURFHVR GH DGPLQLVWUDFLyQ $OJXQDV GH ODV DFWLYLGDGHV HVSHFtILFDV GH FDGD
IXQFLyQVRQ
 3ODQHDFLyQ HVWDEOHFHU PHWDV \ QRUPDV HODERUDU UHJODV \
SURFHGLPLHQWRVGHVDUUROODUSODQHV\SURQyVWLFRV
 2UJDQL]DFLyQ DVLJQDU XQD WDUHD HVSHFtILFD D FDGD VXERUGLQDGR
HVWDEOHFHU GHSDUWDPHQWRV GHOHJDU IXQFLRQHV HQ ORV VXERUGLQDGRV
GHWHUPLQDUFDQDOHVGHDXWRULGDG\FRPXQLFDFLyQFRRUGLQDUHOWUDEDMRGH
ORVVXERUGLQDGRV
 ,QWHJUDFLyQ GHWHUPLQDU TXp WLSR GH SHUVRQDO VH GHEH FRQWUDWDU
UHFOXWDU D SRVLEOHV HPSOHDGRV VHOHFFLRQDUORV HVWDEOHFHU QRUPDV GH
GHVHPSHxR SDUD HOORV UHPXQHUDUORV HYDOXDU VX GHVHPSHxR
DVHVRUDUORVFDSDFLWDUORV\KDFHUTXHVHGHVDUUROOHQ
 'LUHFFLyQ HQFDUJDUVHGHTXH RWURV FXPSODQ VX WUDEDMRPDQWHQHU XQ
EXHQHVWDGRGHiQLPR\PRWLYDUDORVVXERUGLQDGRV
 &RQWURO FRPSDUDU HO GHVHPSHxR UHDO FRQ ORV HVWiQGDUHV \ WRPDU ODV
PHGLGDVFRUUHFWLYDVQHFHVDULDV
La importancia de la administración de RR.HH 
/DDGPLQLVWUDFLyQGHOSHUVRQDORODIXQFLyQGHDGPLQLVWUDFLyQGHUHFXUVRV
KXPDQRVFRPSUHQGHODVSROtWLFDV\SUiFWLFDVTXHVHUHTXLHUHQSDUDFXPSOLUORV
DVSHFWRV UHODWLYRV DO ³SHUVRQDO´ R ORV UHFXUVRV KXPDQRV TXH FRPSHWHQ D XQ
SXHVWRHQODRUJDQL]DFLyQHLQFOX\HQHOSURFHVRGHFRQWUDWDUFDSDFLWDUHYDOXDU
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'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
\UHPXQHUDUDORVHPSOHDGRVDVtFRPRDWHQGHUVXVUHODFLRQHVODERUDOHVVDOXG
\VHJXULGDGDVtFRPRWDPELpQDVSHFWRVGHMXVWLFLD
(VWRV FRQFHSWRV \ FLHUWDV WpFQLFDV VRQ LPSRUWDQWHV SDUD OD JHUHQFLD
HPSUHVDULDO\DTXHVLQRVHWLHQHQHQFXHQWDVHSXHGHOOHJDUDFRPHWHUHUURUHV
UHIHUHQWHVDOSHUVRQDOWDOHVFRPR
 &RQWUDWDUDODSHUVRQDHTXLYRFDGDSDUDXQSXHVWR
 7HQHUXQDDOWDURWDFLyQGHHPSOHDGRV
 4XHHOSHUVRQDOQRKDJDHMHUFHUVXHVIXHU]R
 3HUGHUWLHPSRHQHQWUHYLVWDVLQ~WLOHV
 4XH OD FRPSDxtD VHD DFXVDGD GH SUiFWLFDV LQVHJXUDV GH DFXHUGR D ODV
OH\HVGHVHJXULGDGODERUDO
 4XHORVHPSOHDGRVFRQVLGHUHQTXHORVVXHOGRVVRQLQMXVWRV\GHVLJXDOHV
UHVSHFWRDORVGHRWURVHPSOHDGRVGHODHPSUHVD
 3HUPLWLU TXH OD IDOWD GH FDSDFLWDFLyQ DIHFWH D OD HILFDFLD GHO
GHSDUWDPHQWR
/DPHWDSULQFLSDOGH ODDGPLQLVWUDFLyQHVREWHQHU UHVXOWDGRV\
HVWRGHEHKDFHUVHSRUPHGLRGHOSHUVRQDO
$OJXQDV GH ODV REOLJDFLRQHV GH ORV HQFDUJDGRV GHO GHSDUWDPHQWR GH
UHFXUVRVKXPDQRVSDUDXQDDGPLQLVWUDFLyQHILFD]VRQ
 &RORFDUDODSHUVRQDLQGLFDGDHQHOSXHVWRFRUUHFWR
 ,QLFLDUDORVHPSOHDGRVQXHYRVGHQWURGHODRUJDQL]DFLyQLQGXFFLyQ
 &DSDFLWDU D ORV HPSOHDGRV SDUD UHDOL]DU WUDEDMRV TXH VRQ QXHYRV SDUD
HOORV
 0HMRUDUHOGHVHPSHxRODERUDOGHFDGDSHUVRQD
 /RJUDU XQD FRRSHUDFLyQ FUHDWLYD \ GHVDUUROODU EXHQDV UHODFLRQHV
ODERUDOHV
 ,QWHUSUHWDUODVSROtWLFDV\ORVSURFHGLPLHQWRVGHODHPSUHVD
 &RQWURODUORVFRVWRVODERUDOHV
 'HVDUUROODUODVKDELOLGDGHVGHFDGDSHUVRQD
 )RPHQWDU\PDQWHQHUHOEXHQHVWDGRGHiQLPRGHOGHSDUWDPHQWR

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
3\0(V(QWUHODWHRUtD\ODSUiFWLFD
 3URWHJHUODVDOXG\ODVLWXDFLyQItVLFDGHORVHPSOHDGRV
Análisis de los puestos 
(O DQiOLVLV GH SXHVWRV HV HO SURFHGLPLHQWR SDUD GHWHUPLQDU ODV
REOLJDFLRQHVGH ORVSXHVWRV\ ODVFDUDFWHUtVWLFDVGH ODJHQWHTXHVHFRQWUDWDUi
SDUDFXEULUORV(ODQiOLVLVSURSRUFLRQD LQIRUPDFLyQTXHVHXWLOL]DSDUDHODERUDU
ODV GHVFULSFLRQHV GH ORV SXHVWRV XQD OLVWD GH WDUHDV \ ODV
HVSHFLILFDFLRQHV GHO SXHVWR XQD OLVWD GHO WLSR GH SHUVRQD TXH VH GHEH
FRQWUDWDUSDUDRFXSDUOR
/D SHUVRQD HQFDUJDGD GH WDO WDUHD UH~QH XQR RPiV GH ORV VLJXLHQWHV
WLSRV GH LQIRUPDFLyQ ODV DFWLYLGDGHV ODERUDOHV ODV FRQGXFWDV KXPDQDV
QHFHVDULDVSDUDHOSXHVWRODVPiTXLQDVKHUUDPLHQWDV\HTXLSRVGHWUDEDMRORV
HVWiQGDUHVGHGHVHPSHxRSDUDODHYDOXDFLyQGHORVHPSOHDGRVHOFRQWH[WRGHO
SXHVWR\SRU~OWLPRORVUHTXLVLWRVKXPDQRV
(V LPSRUWDQWH TXH HO UHVSRQVDEOH GH 55++ WHQJD HQ FXHQWD FLHUWRV
DVSHFWRV TXH LQFLGHQ HQ OD VHOHFFLyQ WDOHV FRPR HO UHFOXWDPLHQWR OD
UHPXQHUDFLyQRFRPSHQVDFLyQODHYDOXDFLyQGHOGHVHPSHxR\ODFDSDFLWDFLyQ

Gráfico 17: EL PROCESO DE RECLUTAMIENTO

Fuente: elaboración propia.
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
3\0(V(QWUHODWHRUtD\ODSUiFWLFD
Planeación de personal 
/DSODQHDFLyQGHSHUVRQDOHVHOSURFHVRGHGHFLVLyQVREUH ORV UHFXUVRV
KXPDQRV LQGLVSHQVDEOHV SDUD DOFDQ]DU ORV REMHWLYRV RUJDQL]DFLRQDOHV HQ
GHWHUPLQDGR WLHPSR 6H WUDWD GH DQWLFLSDU OD IXHU]D GH WUDEDMR \ ORV WDOHQWRV
KXPDQRVQHFHVDULRVSDUDODDFWLYLGDGRUJDQL]DFLRQDOIXWXUD(VWHSURFHVRGHEH
LQFOXLUWDPELpQDWRGDV ODViUHDV\QLYHOHVGHODRUJDQL]DFLyQSDUDFRQRFHU ODV
QHFHVLGDGHVGHSHUVRQDODVtFRPRHOSHUILO\ODVFDUDFWHUtVWLFDVTXHORVQXHYRV
LQWHJUDQWHVGHEHUiQWHQHU\RIUHFHU
El proceso de reclutamiento   
7pFQLFDPHQWHVHHQWLHQGHSRUUHFOXWDUFRQVHJXLUXQDVHULHGHSHUVRQDV
TXH SRU VXV FDUDFWHUtVWLFDV VHDQ ODV PiV DGHFXDGDV SDUD OOHYDU D FDER XQD
WDUHD /DV FDUDFWHUtVWLFDV SULQFLSDOHV GHO UHFOXWDPLHQWR FRQVLVWHQ HQ OOHYDU D
FDERXQVLVWHPDGH LQIRUPDFLyQPHGLDQWHHOFXDOVHGDDFRQRFHUDOPHUFDGR
GH WUDEDMR ODVRSRUWXQLGDGHVGHOSXHVWR\GHOHPSOHRTXHVHSUHWHQGHFXEULU
6HGHEHREWHQHUXQQ~PHURVLJQLILFDWLYRGHFDQGLGDWRVSDUDTXHVHDHILFD]\
SXHGD OOHYDUVH D FDER XQD VHOHFFLyQ DGHFXDGD /D UHSXWDFLyQ GH OD HPSUHVD
WDPELpQ LQFLGH SDUD REWHQHU PiV \ PHMRUHV FDQGLGDWRV 3RU ~OWLPR HO
UHFOXWDPLHQWR GHEH GLDJQRVWLFDU ODV IXHQWHV DGHFXDGDV SDUD FDGD SXHVWR HQ
EDVHDORVUHTXLVLWRVTXHKDQGHWHQHUVXVSRWHQFLDOHVFDQGLGDWRV
+D\GRVPHGLRVGHUHFOXWDPLHQWRHOLQWHUQR\HOH[WHUQR
5HFOXWDPLHQWRLQWHUQR
(O UHFOXWDPLHQWR LQWHUQR RFXUUH FXDQGR OD HPSUHVD WUDWD OOHQDU XQD
GHWHUPLQDGDYDFDQWHPHGLDQWHHOUHDFRPRGRGHVXVHPSOHDGRVFRQDVFHQVRV
PRYLPLHQWRYHUWLFDORWUDQVIHUHQFLDVPRYLPLHQWRKRUL]RQWDORWUDQVIHUHQFLDV
FRQ DVFHQVRV PRYLPLHQWR GLDJRQDO H LPSOLFD WDPELpQ ORV SURJUDPDV GH
GHVDUUROORGHSHUVRQDO
(O UHFOXWDPLHQWR LQWHUQR H[LJH XQD LQWHQVD \ FRQWLQXD FRRUGLQDFLyQ H
LQWHJUDFLyQ HQWUH HO GHSDUWDPHQWR GH UHFOXWDPLHQWR \ HO UHVWR GH ORV
GHSDUWDPHQWRVGHODHPSUHVDHLPSOLFDYDULRVVLVWHPDV\EDVHVGHGDWRV
(O PD\RU SUREOHPD UDGLFD HQ TXH QR VLHPSUH VH SXHGH XWLOL]DU HVWH
VLVWHPDHVSHFLDOPHQWHFXDQGRODYDFDQWHLPSOLFDPD\RUQLYHOGHFXDOLILFDFLyQR
HVSHFLDOL]DFLyQ \D TXH OLPLWD ODV SRVLELOLGDGHV GH HOHFFLyQ 7DPELpQ SXHGH
VXFHGHUTXHQRH[LVWDQSHUVRQDVDGHFXDGDVSDUDHVHSXHVWRHQFX\RFDVRQR
SRGUiXWLOL]DUVHODPRGDOLGDGGHUHFOXWDPLHQWRLQWHUQR
5HFOXWDPLHQWRH[WHUQR
&XDQGRKD\XQDYDFDQWHODRUJDQL]DFLyQWUDWDGHFXEULUODFRQSHUVRQDV
DMHQDV HV GHFLU FRQ FDQGLGDWRV H[WHUQRV DWUDtGRV PHGLDQWH ODV WpFQLFDV GH
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
3\0(V(QWUHODWHRUtD\ODSUiFWLFD
UHFOXWDPLHQWR
(QWUHODVYHQWDMDVIXQGDPHQWDOHVGHOUHFOXWDPLHQWRH[WHUQRFDEHFLWDUOD
HOHFFLyQ GH OD SHUVRQDPiV SUHSDUDGD \PHMRU IRUPDGD SDUD OD DFWLYLGDG OD
LQFRUSRUDFLyQ GH SHUVRQDO QXHYR D OD HPSUHVD OD LQFRUSRUDFLyQ GH QXHYDV
WpFQLFDVRPRGRVGHWUDEDMR
6LQHPEDUJRVXVLQFRQYHQLHQWHVVRQWDPELpQQXPHURVRVHOSURFHVRHV
PXFKRPiVOHQWR\PiVFRVWRVRTXHHQHOVXSXHVWRGHOUHFOXWDPLHQWRLQWHUQR
6H KDQ GH SODQLILFDU HMHFXWDU \ HYDOXDU SUXHEDV \ WpFQLFDV GH VHOHFFLyQ VH
SXHGHQ SURGXFLU SUREOHPDV GH LQWHJUDFLyQ H LQFOXVR VH SXHGHQ SURYRFDU
VLWXDFLRQHVGHIUXVWUDFLyQFRQUHODFLyQDORVWUDEDMDGRUHVGHODSURSLDHPSUHVD
La entrevista como principal técnica de selección 
(V OD WpFQLFD GH VHOHFFLyQ PiV FRP~Q HQ ODV HPSUHVDV JUDQGHV
PHGLDQDV\SHTXHxDV$SHVDUGHFDUHFHUGHEDVHVFLHQWtILFDV\FRQVLGHUDUVHOD
WpFQLFD PiV LPSUHFLVD \ VXEMHWLYD HV OD TXH PD\RU LQIOXHQFLD WLHQH HQ OD
GHFLVLyQ ILQDO UHVSHFWR GHO FDQGLGDWR /D HQWUHYLVWD SHUVRQDO WLHQH YDULDV
DSOLFDFLRQHV FRPR HQ HO ILOWUR LQLFLDO HQ HO UHFOXWDPLHQWR HQ OD VHOHFFLyQ GH
SHUVRQDO HQ OD DVHVRUtD \ RULHQWDFLyQ SURIHVLRQDO HQ OD HYDOXDFLyQ GH
GHVHPSHxRHQWUHRWUDV6LHPSUHVHGHEHHQWUHYLVWDUFRQKDELOLGDG\WDFWRDILQ
GHTXHVHSURGX]FDQORVUHVXOWDGRVHVSHUDGRV
&LHUWDPHQWH XQD HQWUHYLVWD HVXQ SURFHVR GH FRPXQLFDFLyQ HQWUH
GRV R PiV SHUVRQDV TXH LQWHUDFW~DQ 3RU XQ ODGR HO HQWUHYLVWDGRU R
HQWUHYLVWDGRUHV\SRUHORWURHOHQWUHYLVWDGRRHQWUHYLVWDGRV6HJ~QHOHQIRTXH
GHVLVWHPDVHOHQWUHYLVWDGRRFDQGLGDWRVHDVHPHMDDXQDFDMDQHJUDSRUDEULU
VH OH DSOLFDQ GHWHUPLQDGR HVWtPXORV HQWUDGDV SDUD YHULILFDU VXV UHDFFLRQHV
VDOLGDV\HVWDEOHFHUDVtODVSRVLEOHVUHODFLRQHVGHFDXVD\HIHFWRRYHULILFDUVX
FRPSRUWDPLHQWRDQWHVLWXDFLRQHVFRQFUHWDV
&RPR WRGR SURFHVR GH FRPXQLFDFLyQ OD HQWUHYLVWD WLHQH ORV PLVPRV
GHIHFWRV UXLGRRPLVLyQGLVWRUVLyQ VREUHFDUJD\ VREUH WRGREDUUHUDV3DUD
UHGXFLUHVWDVOLPLWDFLRQHVKD\GRVPHGLGDVTXHPHMRUDQHOJUDGRGHFRQILDQ]D\
YDOLGH] GH OD HQWUHYLVWD OD FDSDFLWDFLyQ DGHFXDGD GH ORV FDSDFLWDGRUHV \ XQD
EXHQDHVWUXFWXUDFLyQGHOSURFHVRGHODHQWUHYLVWD
Pruebas o exámenes de conocimientos o habilidades 
/DVSUXHEDVGHFRQRFLPLHQWRVRKDELOLGDGHVVRQ LQVWUXPHQWRVREMHWLYRV
SDUDHYDOXDUORVFRQRFLPLHQWRV\KDELOLGDGHVDGTXLULGRVDWUDYpVGHOHVWXGLROD
SUiFWLFD R HO HMHUFLFLR %XVFDQPHGLU HO JUDGR GH FRQRFLPLHQWR SURIHVLRQDO R
WpFQLFR TXH H[LJH HO SXHVWR R HO JUDGR GH FDSDFLGDGR KDELOLGDG SDUD FLHUWDV

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
3\0(V(QWUHODWHRUtD\ODSUiFWLFD
WDUHDV+D\GLYHUVDVSUXHEDVGHFRQRFLPLHQWRV\FDSDFLGDGHV
 6HJ~QHOPpWRGRSXHGHQVHURUDOHVHVFULWDVRGHUHDOL]DFLyQ
 6HJ~QHOFRQRFLPLHQWRVRQJHQHUDOHVRHVSHFLILFDV
 'HDFXHUGRDVXIRUPDODVKD\WUDGLFLRQDOHVVRQGHOWLSRH[SRVLWLYRR
GHGLVHUWDFLyQXREMHWLYDVVRQWHVWVHQIRUPDGHH[iPHQHVREMHWLYRV
GHDSOLFDFLyQ\FRUUHFFLyQUiSLGDV\IiFLOHV
7HVWSVLFROyJLFR
8Q WHVW HV XQD PHGLGD GH GHVHPSHxR R GH UHDOL]DFLyQ SRU PHGLR GH
RSHUDFLRQHV PHQWDOHV R PDQXDOHV GH HOHFFLRQHV R GH OiSL] \ SDSHO (O WHVW
KDELWXDOPHQWHVHXWLOL]DSDUDFRQRFHUPHMRUD ODVSHUVRQDVHQGHFLVLRQHVGH
HPSOHR RULHQWDFLyQ SURIHVLRQDO HYDOXDFLyQ SURIHVLRQDO HQWUH RWURV /RV WHVWV
SVLFROyJLFRV FRQVWLWX\HQ XQDPHGLGD REMHWLYD \ HVWDQGDUL]DGD GHPRGHORV GH
FRQGXFWD6XIXQFLyQHVDQDOL]DUHVRVPRGHORVGHFRPSRUWDPLHQWRKXPDQRHQ
FRQGLFLRQHV HVWDQGDUL]DGDV \ FRPSDUDUORV FRQ HVWiQGDUHV GH LQYHVWLJDFLRQHV
HVWDGtVWLFDV

Gráfico 18: LA APTITUD COMO BASE DE LA HABILIDAD

Fuente: elaboración propia basada en Chiavenato, I., 2011, pág. 156.   

(O UHVXOWDGR GHO WHVW SVLFROyJLFR GH XQD SHUVRQD VH FRPSDUD FRQ ORV
SDWURQHVGH ORV UHVXOWDGRVGHXQDPXHVWUD UHSUHVHQWDWLYD\GHHVWDPDQHUD
HQPDUFDUORHQDOJ~QSHUFHQWLO/RVWHVWVSVLFROyJLFRVVHHQIRFDQVREUHWRGRHQ
ODVDSWLWXGHVVHDQ ItVLFDVRGHSHUVRQDOLGDG$QDOL]DQ ODYDULDFLyQGH ODV
DSWLWXGHV HQ XQ LQGLYLGXR HQ UHODFLyQ FRQ HO FRQMXQWR GH SHUVRQDV WRPDGDV
FRPRHVWiQGDUGHFRPSDUDFLyQ$VtORVUHVXOWDGRVGHORVWHVWVGHXQDSHUVRQD
VH FRPSDUDQ FRQ ODV HVWDGtVWLFDV GH ORV UHVXOWDGRV FRQ OR TXH VH OHV GD XQ
YDORUHQSHUFHQWLOHVHQUHODFLyQFRQHOHVWiQGDUGHFRPSDUDFLyQ
0LHQWUDV TXH XQD SUXHED GH FRQRFLPLHQWRV R FDSDFLGDGHV SURSRUFLRQD
XQGLDJQyVWLFRDFWXDOGH ODVKDELOLGDGHVGH ODSHUVRQDHOWHVWGHDSWLWXGHV




'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
SURSRUFLRQDXQSURQyVWLFRGHVXGHVDUUROOR
3RURWUDSDUWHH[LVWHQRWURVWLSRVGHWHVWTXHWDPELpQVRQXWLOL]DGRVHQ
ODDFWXDOLGDGWDOHVFRPR
7HVWGHSHUVRQDOLGDG
(VWH WLSR GH WHVW WUDWD GH PHGLU ORV DVSHFWRV QR FRJQRVFLWLYRV GH OD
FRQGXFWD WHPSHUDPHQWR FDUiFWHU LQFOLQDFLRQHV UHODFLRQHV GHO KRPEUH FRQ
RWURVKRPEUHVRFRQVXHQWRUQRVRFLDOPRWLYDFLRQHVHQWUHRWURV\SRUHVRHV
XQRGHORVGHPHQRUILDELOLGDG
/RV WHVW GH SHUVRQDOLGDG VRQ JHQpULFRV FXDQGR UHYHODQ UDVJRV
JHQHUDOHVGHODSHUVRQDOLGDG\UHFLEHQHOQRPEUHGHSVLFRGLDJQyVWLFRV2ELHQ
VRQ HVSHFtILFRV FXDQGR LQYHVWLJDQ UDVJRV R DVSHFWRV GHWHUPLQDGRV GH OD
SHUVRQDOLGDG FRPR HTXLOLEULR HPRFLRQDO IUXVWUDFLRQHV LQWHUHVHV 7DQWR HQ OD
DSOLFDFLyQFRPRHQODLQWHUSUHWDFLyQGHORVWHVWGHSHUVRQDOLGDGVHUHFRPLHQGD
OD SDUWLFLSDFLyQGH XQSVLFyORJR (QJHQHUDO HVWD FODVH GH WHVW VRQ GLVHxDGRV
SDUDHYDOXDUODPDGXUH]PHQWDO\ODVWHQGHQFLDVSVtTXLFDVGHOKRPEUH
7HVWGHLQWHOLJHQFLD
(VWDFODVHGHWHVWHVWiHVSHFLDOPHQWHSUHSDUDGRSDUDHYDOXDUODDSWLWXG
PHQWDO GH DSUHQGHU FRPSUHQGHU DVLPLODU \ UHVROYHU /D IRUPD KDELWXDO GH
PHGLUHO WHVWHV ODGHOFRHILFLHQWH LQWHOHFWXDOSHURDOVHUHVWDSUXHEDGHJUDQ
DPSOLWXG VH KDQ HVSHFLDOL]DGR WHVW SDUD HO FRQRFLPLHQWR GH ODV DSWLWXGHV
PDWHPiWLFDV GH UD]RQDPLHQWR GH H[SUHVLyQ GH FXOWXUD GH FRPSUHVLyQ GH
GHFLVLyQHQWUHRWUDV/DSVLFRORJtDVLHPSUHKDHOHJLGRHVWHWHVWFRPRIDYRULWR\
KR\ HO HVWXGLR GHO FRFLHQWH LQWHOHFWXDO \ VX HVWUXFWXUD FXDOLWDWLYD SHUPLWH
HVWDEOHFHUXQFRQRFLPLHQWRH[KDXVWLYRGHODDSWLWXGGHOKRPEUH
7HVWGHDSWLWXGRKDELOLGDG
6HFRQVLGHUDXQWHVWHVSHFLDOL]DGR\VXILQDOLGDGHV ODYDORUDFLyQGH ODV
FDUDFWHUtVWLFDVSRWHQFLDOHVGHOLQGLYLGXRSDUDUHDOL]DUXQDDFWLYLGDGFRQFUHWDHV
GHFLUTXHPLGHODFDSDFLGDGGHDQiOLVLV\VtQWHVLVGHOKRPEUH(OUDVJRWtSLFRGH
HVWRVWHVWHVFRQRFHUODDSWLWXGKDFLDDOJRGHWHUPLQDGR\SUHFLVR
7HVWGHUHQGLPLHQWR
7LHQH FRPR ILQDOLGDG PHGLU OD FDSDFLGDG GH UHQGLPLHQWR HQ HO WUDEDMR
SURGXFWLYLGDGGHXQDSHUVRQDHQ UHODFLyQFRQHO UHVWRGHOJUXSR3XHGHVHU
SUXHEDItVLFDPDQXDOR LQWHOHFWXDO\VXVLVWHPDGHHYDOXDFLyQVHEDVDHQXQ
SURFHVRFRPSDUDWLYR
7HVWGHPHPRULD

ϯϳŚŝĂǀĞŶĂƚŽ͕/͕͘ŽƉ͘Đŝƚ͕͘ϮϬϭϭ͕ƉĄŐ͘ϭϱϲ͘




'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
6HEDVDQHQODDSWLWXGGHOKRPEUHSDUDUHFRUGDU\FRRUGLQDUUHFXHUGRV
3XHGHQVHUGHPHPRULDLQPHGLDWDVHULHVRGHREVHUYDFLyQ(QFXDOTXLHUFDVR
OD PHPRULD VH FRQVLGHUD FXDOLGDG LQQDWD TXH SXHGH DGTXLULUVH FRQ VLVWHPDV
HVSHFLDOHV
([iPHQHVSUHRFXSDFLRQDOHV
/RV H[iPHQHV SUHRFXSDFLRQDOHV R GH LQJUHVR WLHQHQ FRPR SURSyVLWR
GHWHUPLQDUVLHOSRVWXODQWHHVDSWRVHJ~QVXVFRQGLFLRQHVSVLFRItVLFDVSDUD
ODVDFWLYLGDGHVTXHVHOHUHTXHULUiQHQHOWUDEDMR(QQLQJ~QFDVRSXHGHQ
VHU XWLOL]DGRV FRPR HOHPHQWRGLVFULPLQDWRULR SDUD HO HPSOHR (VWRV H[iPHQHV
VLUYHQWDPELpQSDUDGHWHFWDUODVSDWRORJtDVSUHH[LVWHQWHV\HYDOXDUHQIXQFLyQ
GHHOODVODXELFDFLyQGHOSRVWXODQWHHQSXHVWRVGHWUDEDMRWHQLHQGRHQFXHQWD
ORVDJHQWHVGHULHVJRSUHVHQWHV
/DUHDOL]DFLyQGHORVH[iPHQHVSUHRFXSDFLRQDOHVHVREOLJDWRULDGHELHQGR
HIHFWXDUVHGHPDQHUDSUHYLDDOLQLFLRGHODUHODFLyQODERUDO/DUHVSRQVDELOLGDG
HVGHOHPSOHDGRUSHURSXHGHFRQYHQLUFRQVX$57ODUHDOL]DFLyQGHOPLVPR
Técnicas de simulación 
/DV WpFQLFDV GH VLPXODFLyQ SDVDQ GHO HVWXGLR LQGLYLGXDO \ DLVODGR DO
HVWXGLR HQ JUXSR \ GHO PpWRGR H[FOXVLYDPHQWH YHUEDO R GH UHDOL]DFLyQ D OD
DFFLyQVRFLDO6XSXQWRGHSDUWLGDHVHOGUDPDTXHVLJQLILFDUHFRQVWUXLUHQXQ
HVFHQDULRFRQWH[WRGUDPiWLFRHQHOPRPHQWRSUHVHQWHHQHODTXt\DKRUD
HO DFRQWHFLPLHQWR TXH VH SUHWHQGH HVWXGLDU \ DQDOL]DU GH ODPDQHUD
PiVFHUFDQDDODUHDOLGDG(OSURWDJRQLVWDDOGUDPDWL]DUXQDHVFHQDDVXPH
XQ SDSHO UROH SOD\LQJ \ SHUPDQHFH HQ XQ HVFHQDULR URGHDGR GH RWUDV
SHUVRQDV FRQWH[WR JUXSDO TXH SUHVHQFLDQ VX DFWXDFLyQ \ SXHGHQ R QR
SDUWLFLSDUHQ ODHVFHQD/DVWpFQLFDVGHVLPXODFLyQVRQHQHVHQFLDWpFQLFDVGH
GLQiPLFDGHJUXSR
Preselección y selección del candidato 
$WUDYpVGHXQSURFHVRGHFRPSDUDFLyQTXHFRPSUHQGHLQIRUPHVGHORV
DVSLUDQWHVDQiOLVLVGHGDWRV\YHULILFDFLyQGHGRFXPHQWDFLyQVHGHWHUPLQD OD
DGHFXDFLyQ GHO SHUILO GHO SRVWXODQWH H[SHULHQFLD UHTXHULPLHQWRV
IRUPDFLyQ HQWUH RWURV TXH SHUPLWLUi DFHSWDU R UHFKD]DU D OD SHUVRQD
LQFRUSRUDGDDODVHOHFFLyQ
(Q HO VXSXHVWR TXH VHD UHFKD]DGR VH FDH HO SURFHVR GH VHOHFFLyQ
FRQFOX\HQGR SDUD pO WRGD SRVLELOLGDG GH DFFHGHU DO SXHVWR GH WUDEDMR (Q HO
VXSXHVWRGHTXHVHDDGPLWLGRDGTXLHUHODFRQGLFLyQGHFDQGLGDWR

ϯϴƵĄůĞƐ ƐŽŶ Ǉ ƉĂƌĂƋƵĠ ƐŝƌǀĞŶ ůŽƐ ĞǆĄŵĞŶĞƐŵĠĚŝĐŽƐ͘ ;ϭϳͬϬϯͬϮϬϭϲͿƌŐĞŶƚŝŶĂ͗ ^ƵƉĞƌŝŶƚĞŶĚĞŶĐŝĂ ĚĞZŝĞƐŐŽƐ ĚĞů
dƌĂďĂũŽ ;^ZdͿ͘ ŚƚƚƉƐ͗ͬͬǁǁǁ͘Ɛƌƚ͘ŐŽď͘ĂƌͬŝŶĚĞǆ͘ƉŚƉͬϮϬϭϲͬϬϯͬϭϳͬŝŶĨŽƌŵĂƚĞͲĐƵĂůĞƐͲƐŽŶͲǇͲƉĂƌĂͲƋƵĞͲƐŝƌǀĞŶͲůŽƐͲ
ĞǆĂŵĞŶĞƐͲŵĞĚŝĐŽƐͬ




'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
(VWRV SURFHGLPLHQWRVPHGLDQWH ORV FXDOHV VRQ UHFKD]DGDV R DFHSWDGDV
ODVSHUVRQDVUHFOXWDGDVWUDVDQDOL]DUVXLQLFLDO\REMHWLYDYDOLGH]SDUDHOSXHVWR
VHGHQRPLQDSUHVHOHFFLyQFX\DVFDUDFWHUtVWLFDVSULQFLSDOHVVRQ
 (OSURFHGLPLHQWRVHUHDOL]DVLQFRQWDFWRHQWUHORVLQWHUHVDGRV
 (O SURFHGLPLHQWR FRQVLVWH HQ DGPLWLU D ORV FDQGLGDWRV FX\RV FXUUtFXOXP
YLWDHVHDVHPHMHQDORVSHUILOHVSVLFRSURIHVLRJUiILFRV\UHFKD]DUDTXHOORV
FX\DVFDUDFWHUtVWLFDVQRFRLQFLGHQRQRVHDFRSOHQ
 /DV SHUVRQDV LQFOXLGDV HQ XQ SURFHVR GH VHOHFFLyQ QR VRQ YHUGDGHURV
FDQGLGDWRVDOSXHVWRGHWUDEDMRKDVWDTXHQRKDQVLGRSUHVHOHFFLRQDGDV
 /DSUHVHOHFFLyQIXQFLRQDFRPRSXHUWDDOSURFHVRVHOHFWLYRDFWLYR
\FRPRILOWURHQWUHODVSHUVRQDVTXHSDUWLFLSDQGHOPLVPR
3RUFXHVWLRQHVGHDKRUURGHWLHPSR\GLQHURHVDFRQVHMDEOHQRUHDOL]DU
ODV SUXHEDV GH VHOHFFLyQ KDVWD TXH ODV SHUVRQDV TXH KDQ VLGR UHFOXWDGDV QR
KD\DQVLGRGHELGDPHQWHDQDOL]DGDVPHGLDQWHHVWHUHFXUVR8QDYH]GHSXUDGRV
\FRPSDUDGRVORVFDQGLGDWRVHOVHFWRUGH5HFXUVRV+XPDQRVHQFRQMXQWRFRQ
HO iUHD JHUHQFLDO VHUiQ ORV UHVSRQVDEOHV GH GHFLGLU TXLpQTXLpQHV VHUiQ
ILQDOPHQWHHOORVHOHJLGRVSDUDKDFHUVXLQJUHVRDODFRPSDxtD
Inducción de los empleados 
/D LQGXFFLyQ GH ORV HPSOHDGRV LPSOLFD SURSRUFLRQDU D ORV WUDEDMDGRUHV
QXHYRV OD LQIRUPDFLyQ EiVLFD VREUH ORV DQWHFHGHQWHV TXH UHTXLHUHQ SDUD
WUDEDMDUHQODRUJDQL]DFLyQFRPRSRUHMHPSORODVQRUPDVTXHODULJHQ
/D LQGXFFLyQ GHEH ORJUDU FRPR PtQLPR FXDWUR REMHWLYRV HO QXHYR
HPSOHDGR GHEH VHQWLUVH ELHQ UHFLELGR \ FyPRGR WLHQH TXH DGTXLULU XQD
FRPSUHQVLyQ JHQHUDO VREUH OD RUJDQL]DFLyQ SDVDGR SUHVHQWH FXOWXUD \
YLVLyQGHOIXWXURDVtWDPELpQKHFKRVIXQGDPHQWDOHVFRPRODVSROtWLFDV\ORV
SURFHGLPLHQWRVGHEHTXHGDUOHFODURORTXHVHHVSHUDHQWpUPLQRVGHVXWUDEDMR
\VXFRQGXFWDSRU~OWLPRWLHQHTXHLQLFLDUDOSURFHVRGHFRQRFHUODPDQHUDHQ
TXHODHPSUHVDDFW~D\KDFHODVFRVDV
El proceso de capacitación 
/D FDSDFLWDFLyQ GHEH LQLFLDU GHVSXpV GH OD LQGXFFLyQ R ELHQ FXDQGR HO
WUDEDMDGRU QHFHVLWDPiV FRQRFLPLHQWRV SDUD FXPSOLU FRQ RWUDV WDUHDV TXH QR
VRQODVKDELWXDOHV&DSDFLWDUVLJQLILFDSURSRUFLRQDUDORVHPSOHDGRVQXHYRVR
DQWLJXRVKDELOLGDGHVTXHUHTXLHUDQSDUDGHVHPSHxDUVXWUDEDMR
/DFDSDFLWDFLyQHQFXDOTXLHUDGHVXVIRUPDVHVXQDGHODVEDVHVGHXQD

ϯϵĞƐƐůĞƌ͕'͕͘ŽƉ͘Đŝƚ͕͘ϮϬϬϵ͕ƉĄŐ͘ϮϵϮ͘




'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
EXHQDDGPLQLVWUDFLyQ\XQDWDUHDTXHORVJHUHQWHVQRGHEHQLJQRUDU
Métodos de capacitación 
8QDYH] LGHQWLILFDGDV ODVQHFHVLGDGHV\PHWDVGHFDSDFLWDFLyQVHGHEH
HOHJLUODIRUPDGHOOHYDUODDFDER([LVWHQGLIHUHQWHVPDQHUDVGHDSOLFDUODV
&DSDFLWDFLyQHQODSUiFWLFD
/D FDSDFLWDFLyQ HQ OD SUiFWLFD LPSOLFD TXH XQD SHUVRQD DSUHQGD XQ
WUDEDMR PLHQWUDV OR GHVHPSHxD 7RGRV ORV HPSOHDGRV HQ VX LQLFLR UHFLEHQ
FDSDFLWDFLyQHQODSUiFWLFDFXDQGRLQJUHVDQDXQDHPSUHVD
(O WLSR GH FDSDFLWDFLyQ HQ OD SUiFWLFDPiV FRQRFLGD HV HOPpWRGR GH
HQWUHQDPLHQWR R VXVWLWXWR HQ HO TXH XQ WUDEDMDGRU H[SHULPHQWDGR R XQ
VXSHUYLVRU GHO DSUHQGL] OOHYD D FDER OD FDSDFLWDFLyQ (VWR LPSOLFD DGTXLULU ODV
KDELOLGDGHVDOREVHUYDUDOVXSHUYLVRURTXHHOVXSHUYLVRURH[SHUWRHQHOSXHVWR
PXHVWUHDOHPSOHDGRORVSURFHGLPLHQWRVSDVRDSDVR
2WUDWpFQLFDHVODGHURWDFLyQGHSXHVWRVHQODTXHXQHPSOHDGRSRU
OR FRP~QXQDSUHQGL] DGPLQLVWUDWLYR SDVDGHXQSXHVWRD RWURHQ LQWHUYDORV
SODQHDGRV /DV WDUHDV HVSHFLDOHV SURSRUFLRQDQ D ORV HMHFXWLYRV GH QLYHO PiV
EDMRODH[SHULHQFLDHQODUHVROXFLyQGHSUREOHPDVUHDOHV
(VWRV PpWRGRV GH FDSDFLWDFLyQ VRQ UHODWLYDPHQWH EDUDWRV ORV
WUDEDMDGRUHV DSUHQGHQ PLHQWUDV SURGXFHQ \ QR H[LVWH OD QHFHVLGDG GH
LQVWDODFLRQHV FRVWRVDV +D\ TXH WHQHU HQ FXHQWD TXH SDUD TXH IXQFLRQH VH
GHEHFDSDFLWDUFRQFXLGDGRDORVSURSLRVFDSDFLWDGRUHV
&DSDFLWDFLyQSRUDSUHQGL]DMH
/D FDSDFLWDFLyQ SRU DSUHQGL]DMH HV XQ SURFHVR PHGLDQWH HO FXDO ODV
SHUVRQDV VH FRQYLHUWHQ HQ WUDEDMDGRUHV KiELOHV JHQHUDOPHQWH JUDFLDV D OD
FRPELQDFLyQGHXQDSUHQGL]DMHIRUPDO\XQDFDSDFLWDFLyQHQODSUiFWLFD
/DFDSDFLWDFLyQDXGLRYLVXDO
/DV WpFQLFDV GH FDSDFLWDFLyQ EDVDGDV HQ PHGLRV DXGLRYLVXDOHV FRPR
'9'SHOtFXODV GLDSRVLWLYDV GH3RZHU3RLQW YLGHRFRQIHUHQFLDV JUDEDFLRQHV GH
DXGLRRGHYLGHRSXHGHQVHUPX\HILFDFHV\VHXWLOL]DQFRQPXFKDIUHFXHQFLD
&DSDFLWDFLyQVLPXODGD
(VHOPpWRGRPHGLDQWHHOFXDOODVSHUVRQDVDSUHQGHQFRQHOHTXLSRUHDO
R VLPXODGR TXH XWLOL]DUiQ HQ VX WUDEDMR SHUR IXHUD GH XQD VLWXDFLyQ ODERUDO
FRPRVHUHQXQDKDELWDFLyQVHSDUDGD




'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
/D FDSDFLWDFLyQ VLPXODGD VH UHTXLHUH FXDQGR HV GHPDVLDGR FRVWRVR R
ULHVJRVRFDSDFLWDUDORVHPSOHDGRVHQHOWUDEDMRFRPRSRUHMHPSORORVSLORWRV
GHDYLDGRUHV$PHQXGRLPSOLFDHOXVRGHVLPXODGRUHV
La evaluación de desempeño  
/D HYDOXDFLyQGH GHVHPSHxR HV XQD DSUHFLDFLyQ VLVWpPLFDGH FyPR VH
GHVHPSHxD XQD SHUVRQD HQ XQ SXHVWR \ GH VX SRWHQFLDO GH GHVDUUROOR 7RGD
HYDOXDFLyQ HV XQ SURFHVR SDUD HVWLPXODU R MX]JDU HO YDORU OD H[FHOHQFLD \
FXDOLGDGHVGHXQDSHUVRQD3DUDHYDOXDUD ORV LQGLYLGXRVTXHWUDEDMDQHQXQD
RUJDQL]DFLyQ VH DSOLFDQ YDULRV SURFHGLPLHQWRV TXH VH FRQRFHQ SRU GLVWLQWRV
QRPEUHV FRPR HYDOXDFLyQ GH GHVHPSHxR HYDOXDFLyQ GHPpULWRV HYDOXDFLyQ
GHORVHPSOHDGRV\RWURVPiV&RQORFXDOSRGHPRVGHFLUTXHODHYDOXDFLyQ
GH GHVHPSHxR HV XQ FRQFHSWR GLQiPLFR SRUTXH ODV RUJDQL]DFLRQHV
VLHPSUH HYDO~DQ D ORV HPSOHDGRV IRUPDO R LQIRUPDOPHQWH FRQ FLHUWD
FRQWLQXLGDG(VXQPHGLRTXHSHUPLWHGHWHFWDUSUREOHPDVHQODVXSHUYLVLyQGHO
SHUVRQDO \ HQ OD LQWHJUDFLyQ GHO HPSOHDGR D OD RUJDQL]DFLyQ R DO SXHVWR TXH
RFXSDDVtFRPRWDPELpQGLVFRUGDQFLDVSUREOHPDVGHPRWLYDFLyQHQWUHRWURV
'H DFXHUGR FRQ ORV WLSRV GH SUREOHPDV LGHQWLILFDGRV OD HYDOXDFLyQ GH
GHVHPSHxRVLUYHSDUDGHILQLU \GHVDUUROODUXQDSROtWLFDGH55++DFRUGHFRQ
ODVQHFHVLGDGHVGHODRUJDQL]DFLyQ
/DLPSRUWDQFLDGHODHYDOXDFLyQGHGHVHPSHxRQRHVWiHQHOGHVHPSHxR
HQJHQHUDOVLQRHVSHFtILFDPHQWHHQHOGHVHPSHxRHQXQSXHVWRHVGHFLUHQ
HOFRPSRUWDPLHQWRGHODSHUVRQDTXHORRFXSD(VWHGHVHPSHxRHVVLWXDFLRQDO
9DUtD GH XQD SHUVRQD D RWUD \ GHSHQGH GH LQQXPHUDEOHV IDFWRUHV
FRQGLFLRQDQWHVTXHLQIOX\HQPXFKRHQpO
/RVREMHWLYRVGHODHYDOXDFLyQGHOGHVHPSHxRVRQ
 3HUPLWLUFRQGLFLRQHVGHPHGLFLyQGHOSRWHQFLDOKXPDQRSDUDGHWHUPLQDU
VXSOHQDXWLOL]DFLyQ
 3HUPLWLUTXHORVUHFXUVRVKXPDQRVVHWUDWHQFRPRXQDLPSRUWDQWH
YHQWDMD FRPSHWLWLYD GH OD RUJDQL]DFLyQ FX\D DFWLYLGDG SXHGD
GHVDUUROODUVHREYLDPHQWHVHJ~QODIRUPDGHDGPLQLVWUDFLyQ
 2IUHFHU RSRUWXQLGDGHV GH FUHFLPLHQWR \ FRQGLFLRQHV GH SDUWLFLSDFLyQ
HIHFWLYD D WRGRV ORVPLHPEURV GH OD RUJDQL]DFLyQ VLQ ROYLGDU WDQWR ORV
REMHWLYRVRUJDQL]DFLRQDOHVFRPRORVREMHWLYRVGHORVLQGLYLGXRV
Métodos tradicionales de evaluación de desempeño 
(VWRVPpWRGRVGHHYDOXDFLyQGHGHVHPSHxRYDUtDQGHXQDRUJDQL]DFLyQ

ϰϬŚŝĂǀĞŶĂƚŽ͕/͕͘ŽƉ͘Đŝƚ͕͘ϮϬϭϭ͕ƉĄŐƐ͘ϮϬϱͲϮϬϳ͘




'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
DRWUD SRUTXH FDGDXQD WLHQGHD FRQVWUXLU VXSURSLR VLVWHPDSDUDHYDOXDU HO
GHVHPSHxR GH ODV SHUVRQDV FRQIRUPH DO QLYHO MHUiUTXLFR \ D ODV WHUHDV GH
DGVFULSFLyQ DO SHUVRQDO &DGD VLVWHPD VH VXMHWD D GHWHUPLQDGRV REMHWLYRV
HVSHFtILFRV\DFLHUWDVFDUDFWHUtVWLFDVGHOSHUVRQDOLPSOLFDGR6HSXHGHQHPSOHDU
YDULRVVLVWHPDVGHHYDOXDFLyQGHGHVHPSHxR\HVWUXFWXUDUFDGDXQRGHHOORVHQ
IRUPDGHPpWRGRGHHYDOXDFLyQDGHFXDGRSDUDHOWLSR\ ODVFDUDFWHUtVWLFDVGHO
SHUVRQDO LPSOLFDGR /D HYDOXDFLyQ GHO GHVHPSHxR HV XQPHGLR SDUD UHFRSLODU
LQIRUPDFLyQ\GDWRVTXHVHSXHGHQUHJLVWUDUSURFHVDU\FDQDOL]DUSDUDPHMRUDU
HO GHVHPSHxR KXPDQR HQ ODV RUJDQL]DFLRQHV &RQVLGHUDPRV HO PpWRGR GH
³HVFDOD JUDILFD GH FDOLILFDFLRQHV´ FRPR XQ PpWRGR HVWiQGDU \ SUiFWLFR SDUD
DSOLFDUOR D OD HYDOXDFLyQ \ FRPSDUDFLyQ GH HPSOHDGRV TXH VH GHVHPSHxDQ
GHQWURGHXQPLVPRVHFWRU
0pWRGRGHHVFDODJUDILFDGHFDOLILFDFLRQHV
(VWHPpWRGRHVHOPiVVHQFLOOR\SRSXODUSDUDHYDOXDUHOGHVHPSHxR6H
XWLOL]DXQIRUPXODULRHOFXDOHQXPHUDFDUDFWHUtVWLFDV\XQDJDPDGHYDORUHVGH
GHVHPSHxRSDUD FDGD XQD GH HOODV (O VXSHUYLVRU FDOLILFD D FDGD VXERUGLQDGR
FLUFXODQGR RPDUFDQGR OD FDOLILFDFLyQ TXH GHVFULEHPHMRU VX GHVHPSHxR SDUD
FDGDFDUDFWHUtVWLFD\ILQDOPHQWHVHVXPDQORVYDORUHVDVLJQDGRV





'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
Cuadro 2: TABLA DE CALIFICACIÓN DE DESEMPEÑO: MÉTODO DE ESCALA 
GRÁFICA DE CALIFICACIONES

Fuente: elaboración propia basada en Chiavenato, I., 2011, pág. 209. 

3RURWUDSDUWHVXJHULPRVRWURVPpWRGRVTXHVHDGHFXDQDORVFDVRVGH
HYDOXDFLyQGHGHVHPSHxRHQIRFDGRVDOWUDEDMRLQGLYLGXDOGHFDGDHPSOHDGR
0pWRGRGHOLQFLGHQWHFUtWLFR
    
KEK/D/EdK>
Z'K
ŽŶƐŝĚĞƌĂĚŽŵŝŶŝŽǇ
ĨĂŵŝůŝĂƌŝǌĂĐŝſŶĐŽŶůĂƐ
ĂĐƚŝǀŝĚĂĚĞƐĚĞůĐĂƌŐŽ
ƋƵĞĚĞƐĞŵƉĞŹĂ͘
ϰ
EŽƉŽƐĞĞ
ĐŽŶŽĐŝŵŝĞŶƚŽƐŶŝ
ŚĂďŝůŝĚĂĚĞƐƉĂƌĂĞů
ĚĞƐĞŵƉĞŹŽĚĞů
ĐĂƌŐŽ͘ĞŵƵĞƐƚƌĂ
ĚĞƐĞŽĚĞĂƉƌĞŶĚĞƌ͘
ϴ
ŽŶŽĐĞƐƵƐ
ŽďůŝŐĂĐŝŽŶĞƐƐŝŶ
ůůĞŐĂƌĂĚŽŵŝŶĂƌůŽƐ͘
ϭϮ
ŽŶŽĐĞƐƵƐ
ŽďůŝŐĂĐŝŽŶĞƐ
ƐĂƚŝƐĨĂĐƚŽƌŝĂŵĞŶƚĞ͘
ϭϲ
ŽŶŽĐĞďŝĞŶƐƵƐ
ŽďůŝŐĂĐŝŽŶĞƐǇ
ĐĂĚĂĚşĂĚĞ
ƐƵƉĞƌĂĞŶĞů
ŵĞũŽƌĚĞƐĞƉĞŹŽ
ĚĞƐƵƐůĂďŽƌĞƐ͘
ϮϬ
ŽŶŽĐĞ
ƉĞƌĨĞĐƚĂŵĞŶƚĞƐƵƐ
ŽďůŝŐĂĐŝŽŶĞƐǇ
ĚĞŵƵĞƐƚƌĂ
ĐŽŶĚŝĐŝŽŶĞƐ
ĞǆĐĞƉĐŝŽŶĂůĞƐƉĂƌĂ
ĞůĐĂƌŐŽ͘
>/dZ:K
ŽŶƐŝĚĞƌĂůĂ
ĐĂƉĂĐŝĚĂĚŵŝŶƵĐŝŽƐĂ͕
ƉƵůĐƌŝƚƵĚǇĚĞĚŝĐĂĐŝſŶ
ƋƵĞƉŽŶĞĞŶƐƵƐ
ůĂďŽƌĞƐ͘
ϰ
ŽŵĞƚĞĞƌƌŽƌĞƐ
ĂƉƌĞĐŝĂďůĞƐĐŽŶ
ĨƌĞĐƵĞŶĐŝĂǇĞŶ
ŐĞŶĞƌĂůƐƵƚƌĂďĂũŽ
ĞƐŝŶƐĂĐƚŝƐĨĂĐƚŽƌŝŽ͘
ϴ
ƵŵƉůĞĞŶĨŽƌŵĂ
ĂĐĞƉƚĂďůĞĐŽŶůĂƐ
ŽďůŝŐĂĐŝŽŶĞƐĚĞƐƵ
ƉƵĞƐƚŽ͕ĚĞďĞ
ŵĞũŽƌĂƌůĂĐĂůŝĚĂĚ
ĚĞƐƵƚƌĂďĂũŽ͘
ϭϮ
ƵŵƉůĞĞŶĨŽƌŵĂ
ƐĂƚŝƐĨĂĐƚŽƌŝĂĐŽŶůĂƐ
ŽďůŝŐĂĐŝŽŶĞƐĚĞƐƵ
ƉƵĞƐƚŽ͘
ϭϲ
,ĂĐĞƐƵƚƌĂďĂũŽ
ĐŽŶĞǆĂĐƚŝƚƵĚ͕
ƉƵůĐƌŝƚƵĚǇ
ŵŝŶƵĐŝŽƐŝĚĂĚ͘
ϮϬ
^ƵƚƌĂďĂũŽĞƐ
ĞǆĐĞƉĐŝŽŶĂůŵĞŶƚĞ
ďƵĞŶŽǇƐĞƐƵƉĞƌĂ
ĐĂĚĂǀĞǌŵĄƐ͘
Z^WKE^/>/
ŽŶƐŝĚĞƌĂĞů
ĐŽŵƉƌŽŵŝƐŽĚĞů
ĐŽůĂďŽƌĂĚŽƌƉĂƌĂ
ƐŽůƵĐŝŽŶĂƌĞŶĨŽƌŵĂ
ŽƉŽƌƚƵŶĂƐŝƚƵĂĐŝŽŶĞƐ
ĚŝĨşĐŝůĞƐ͘
ϰ
ZĞƋƵŝĞƌĞ
ƐƵƉĞƌǀŝƐŝſŶ
ƉĞƌŵĂŶĞŶƚĞ
ĚĞďŝĚŽĂƐƵƐ
ĐŽŶƚŝŶƵŽƐĞƌƌŽƌĞƐ͘
ϲ
EĞĐĞƐŝƚĂ
ĨƌĞĐƵĞŶƚĞŵĞŶƚĞ
ƐƵƉĞƌǀŝƐŝſŶ͘
ϭϬ
ZĞƋƵŝĞƌĞĞǀĞŶƚƵĂů
ƐƵƉĞƌǀŝƐſŶ͘
ϭϰ
ZĞƋƵŝĞƌĞ
ƐƵƉĞƌǀŝƐŝſŶĞŶ
ĐĂƐŽƐĞƐƉĞĐŝĂůĞƐ͘
ϭϴ
EŽƌĞƋƵŝĞƌĞ
ƐƵƉĞƌǀŝƐŝſŶ͘
/E//d/s
ŽŶƐŝĚĞƌĂůĂ
ƉƌĞĚŝƐƉŽƐŝĐſŶĚĞů
ĐŽůĂďŽƌĂĚŽƌƉĂƌĂĞů
ĐŽŵŝĞŶǌŽŽƉƌŽƉƵĞƐƚĂ
ĚĞŶƵĞǀĂƐƚĂƌĞĂƐ͘
ϰ
ŽŶŽĐĞĚĞ
ŝŶŝĐŝĂƚŝǀĂĞŶůĂ
ƌĞůĐŝſŶĚĞƐƵ
ƚƌĂďĂũŽ͘
ZĞƋƵŝĞƌĞŝŶƐƚƌƵĐĐŝŽ
ŶĞƐĚĞƚĂůůĂĚĂƐǇ
ŐƵşĂƉĞƌŵĂŶĞŶƚĞ͘
ϲ
dŝĞŶĞĂĐĐŝŽŶĞƐ
ůĞŶƚĂƐ͕ĐŽŶ
ĨƌĞĐƵĞŶĐŝĂŚĂǇƋƵĞ
ŐƵŝĂƌůŽĞŶƐƵ
ƚƌĂďĂũŽǇĞŶ
ƌĞƐŽůǀĞƌ
ƉƌŽďůĞŵĂƐ͘
ϭϬ
KĐĂƐŝŽŶĂůŵĞŶƚĞ
ŚĂǇƋƵĞŐƵŝĂƌůŽĞŶ
ƐƵƚƌĂďĂũŽ͕ĂůŐƵŶĂ
ǀĞĐĞƐƚŝĞŶĞŝĚĞĂƐ
ĐŽŶƐƚƌƵĐƚŝǀĂƐ͘
ϭϰ
ZĞƐƵĞůǀĞƉŽƌƐş
ƐŽůŽƉƌŽďůĞŵĂƐ
ƋƵĞƐĞůĞ
ƉƌĞƐĞŶƚĂŶ͘ŽŶ
ĨƌĞĐƵĞŶĐŝĂĂƉŽƌƚĂ
ŝĚĞĂƐ͘
ϭϴ
ŽŶƐƚĂŶƚĞŵĞŶƚĞ
ĐŽŶƚƌŝďƵǇĞĐŽŶ
ŝĚĞĂƐǇƐƵŐĞƌĞŶĐŝĂƐ͘
ZĞƐƵĞůǀĞƉŽƌƐş
ŵŝƐŵŽƉƌŽďůĞŵĂƐ
ƋƵĞƐĞůĞ
ƉƌĞƐĞŶƚĂŶ͘
dZ:KEYh/WK
ŽŶƐŝĚĞƌĂůĂŚĂďŝůŝĚĂĚ
ĚĞůĐŽůĂďŽƌĂĚŽƌƉĂƌĂ
ŝŶƚĞŐƌĂƌƐĞĐŽŶŽƚƌŽƐǇ
ĞũĞĐƵƚĂƌƐƵƚƌĂďĂũŽ͘
Ϯ
EŽƉŽƐĞĞ
ĐŽŶĚŝĐŝŽŶĞƐƉĂƌĂ
ƚƌĂďĂũĂƌĞŶĞƋƵŝƉŽ͘
ϰ
>ĞĐƵĞƐƚĂ
ŝŶƚĞŐƌĂƌƐĞĞŶ
ĐƵĂůƋƵŝĞƌŐƌƵƉŽ͘
ϴ
^ĞŝŶƚĞŐƌĂ
ĨĄĐŝůŵĞŶƚĞĞŶ
ĚĞƚĞƌŵŝŶĂĚŽƐ
ĞƋƵŝƉŽƐ͘
ϭϬ
^ĞŝŶƚĞŐƌĂ
ƉůĞŶĂŵĞŶƚĞĐŽŶ
ĞůĞƋƵŝƉŽĞŶ
ĄƌĞĂƐĚĞƌĞĂůŝǌĂƌ
ƚƌĂďĂũŽ͘
ϭϰ
^ĞŝŶƚĞŐƌĂ
ĨĄĐŝůŵĞŶƚĞĂ
ĐƵĂůƋƵŝĞƌĞƋƵŝƉŽĚĞ
ƚƌĂďĂũŽ͘
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(Q HO PpWRGR GHO LQFLGHQWH FUtWLFR HO VXSHUYLVRU OOHYD XQ UHJLVWUR GH
HMHPSORV SRVLWLYRV \ QHJDWLYRV LQFLGHQWHV FUtWLFRV VREUH HO FRPSRUWDPLHQWR
ODERUDOGHXQVXERUGLQDGR$SUR[LPDGDPHQWHFDGDVHLVPHVHVHOVXSHUYLVRU\
HOVXERUGLQDGRVHUH~QHQDGLVFXWLUHOGHVHPSHxRGHpVWH~OWLPRXWLOL]DGRORV
LQFLGHQWHVFRPRHMHPSOR
/DPD\RU YHQWDMD GH HVWHPpWRGR HV TXH SURSRUFLRQD HMHPSORV GH XQ
GHVHPSHxREXHQR\GHXQRPDORVLQHPEDUJRVLQXQDFDOLILFDFLyQQXPpULFD
GLFKRPpWRGRQRHVWDQ~WLOSDUDFRPSDUDUDORVHPSOHDGRVDOWRPDUGHFLVLRQHV
GHVDODULRV
0pWRGRGHLQYHVWLJDFLyQGHFDPSR
(VXQPpWRGRGHHYDOXDFLyQGHOGHVHPSHxRTXHVHEDVDHQHQWUHYLVWDV
GHXQHVSHFLDOLVWDHQHYDOXDFLyQFRQHOVXSHULRULQPHGLDWRGHORVVXERUGLQDGRV
FRQ ORV FXDOHV VH HYDO~D HO GHVHPSHxR GH pVWRV \ VH UHJLVWUDQ ODV FDXVDV
RUtJHQHV \ PRWLYRV GH WDO GHVHPSHxR FRQ EDVH HQ HO DQiOLVLV GH KHFKRV \
VLWXDFLRQHV (V XQ PpWRGR GH HYDOXDFLyQ PiV DPSOLR TXH DGHPiV GHO
GLDJQyVWLFRGHOGHVHPSHxRGHOHPSOHDGRRIUHFH ODSRVLELOLGDGGHSODQHDUFRQ
HOVXSHULRULQPHGLDWRVXGHVDUUROORHQHOSXHVWR\HQODRUJDQL]DFLyQ
0pWRGRGHDXWRHYDOXDFLyQ
7pFQLFD XWLOL]DGD SDUD DOHQWDU HO GHVDUUROOR LQGLYLGXDO &XDQGR ORV
HPSOHDGRV VH DXWRHYDO~DQ HV PHQRV SUREDEOH TXH VH SUHVHQWHQ DFWLWXGHV
GHIHQVLYDV ORFXDOHVWHPpWRGRUHVXOWDGHJUDQXWLOLGDGSDUDODPHMRUDODERUDO
GHVHPSHxDGDGHQWURGHXQiUHDHQIRFDGDHQREMHWLYRVDIXWXUR
0pWRGRGHDGPLQLVWUDFLyQSRUREMHWLYRV
6XUJHGHODUHODFLyQGLUHFWDHQWUHHOVXSHUYLVRU\HOHPSOHDGRFRQODFXDO
VHHVWDEOHFHQFRQMXQWDPHQWHORVREMHWLYRVTXHVHGHVHDQDOFDQ]DUGHDFXHUGR
PXWXR \ TXH VHDQ PHQVXUDEOHV GH PDQHUD REMHWLYD /D SDUWLFLSDFLyQ GHO
HPSOHDGRSDUDODIRUPXODFLyQGHORVREMHWLYRVIXQFLRQDFRPRPRWLYDGRUSDUDOD
UHDOL]DFLyQGH ODV WDUHDVGHPDQHUDHIHFWLYD&RPRDGHPiVSXHGHQPHGLU VX
SURJUHVRHVSRVLEOHHIHFWXDUDMXVWHVSHULyGLFRVSDUDDVHJXUDVHHO ORJURGH OR
SURSXHVWR
 
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COMUNICACIÓN ORGANIZACIONAL 
 
Introducción 
/DV RUJDQL]DFLRQHV GHVDUUROODQ VXV YLYHQFLDV HQ XQ PXQGR WXUEXOHQWR
FRPSHWLWLYREDMRFRQGLFLRQHVGHFUHFLHQWHUHJLRQDOL]DFLyQ\JOREDOL]DFLyQGHORV
PHUFDGRVVLWXDFLyQpVWDTXHGHVHPERFDUiHQEDUUHUDVSURWHFWRUDVHQHORUGHQ
HFRQyPLFR\DHOORVGHEHQDJUHJDUVHORVSUREOHPDVpWQLFRVRFLDOHVTXHDIHFWDQ
DODVGLVWLQWDVUHJLRQHV/DVRUJDQL]DFLRQHVEXVFDQDOWHUQDWLYDVSDUDUHVSRQGHU
FRQDFLHUWRDpVWDVH[LJHQFLDVSHURSULQFLSDOPHQWHHQIUHQWDQHO FRQIOLFWRGH
FRQYHUWLUODVLGHDVHQDFFLRQHV
/D DGPLQLVWUDFLyQ OD FRPXQLFDFLyQ \ HO FRPSURPLVR FRQIRUPDQ XQ
GRPLQLR HVSHFtILFR GH DFWXDFLyQGHQWUR GH ODV RUJDQL]DFLRQHV GRQGHQXHYRV
SDUDGLJPDV GHO OHQJXDMH FRQWULEX\HQ D XQD PD\RU HILFLHQFLD FRQ PHQRU
VWUHVVGHOIXQFLRQDPLHQWRJOREDO\GHORVSDUWLFLSDQWHVHQORSHUVRQDO
3RU PHGLR GH ORV VLVWHPDV GH FRPXQLFDFLyQ HV SRVLEOH KDOODU QXHYDV
DOWHUQDWLYDVTXHPHMRUHQODHILFLHQFLD\DTXHODVLGHDVODGLUHFFLyQ\ODDFFLyQ
VLHPSUHSUHVHQWDQLQFRQYHQLHQWHVHQVXDSOLFDFLyQSUiFWLFDFXDQGRVHSDUWHGH
ODFRQFHSFLyQTXHHOOHQJXDMHHVXQPHURLQVWUXPHQWR
2WUDLGHDFHQWUDOUDGLFDHQTXHORVVHUHVKXPDQRVQRYLYLPRVFRQHO
OHQJXDMHVLQRTXHHVWDPRVGHQWURGHpOHOORQRVFRQGXFLUiDFRQFHELUOD
DGPLQLVWUDFLyQHQWpUPLQRVGHFUHDFLyQUHVSRQVDELOLGDGHLQLFLDFLyQGHQXHYRV
FRPSURPLVRVGHQWURGHODRUJDQL]DFLyQ
1RV EDVDUHPRV HQ HO SURFHVR GH FRPXQLFDFLyQ XELFiQGRQRV GHVGH HO
HQIRTXH GHO VLJQLILFDGR GHO OHQJXDMH FRPR PHGLR \ DILUPDFLyQ GH OD
H[LVWHQFLDGHOVHUKXPDQR
(V QHFHVDULR DQDOL]DU HO FRQWHQLGR \ HO YDORU GH OD FRPXQLFDFLyQ
FRQMXQWDPHQWH FRQ ORV HOHPHQWRV TXH XWLOL]D SDUD DFWXDU FRPR GLVSDUDGRU
YLQFXODQWHHQWUHODVLGHDVODHMHFXFLyQ\ODDFFLyQ
/DWHRUtDGHODDGPLQLVWUDFLyQQRVSURYHHGHXQDFDQWLGDGGHFRQFHSWRV
\DQiOLVLVDFHUFDGHVXREMHWRGHHVWXGLRODRUJDQL]DFLyQ\GHVXFRQGXFFLyQ
ODDGPLQLVWUDFLyQ3HURPXFKDVYHFHVFDHPRVHQ]RQDVYDFtDVFRQUHVSHFWRD
OD IRUPD HQ TXH GHEHQ HMHFXWDUVH \ WUDQVPLWLUVH HVH FRQMXQWR GH LGHDV TXH
LQWHJUDQODGHWHUPLQDFLyQGHOTXpTXHUHPRV\VXUHODFLyQFRQHOKDFHUHVGHFLU
XQFLFORUHLWHUDWLYRGHLGHDVDFFLRQHV
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La comunicación 
/RV VHUHV KXPDQRV QRV GLIHUHQFLDPRV GH RWURV VHUHV YLYRV SRU YLYLU
GHQWUR GH XQ OHQJXDMH \ HQ VRFLHGDG LQWHUDFWXDQGR HQWUH Vt (Q HVWD
LQWHUDFFLyQUDGLFDODFRPXQLFDFLyQVRFLDO1yWHVHTXHODLGHDFRQFHSWXDOHVTXH
HOKRPEUHYLYHHQHOOHQJXDMHQRFRQHOOHQJXDMHHQIRUPDGHREMHWR
(QXQDGHVFULSFLyQYXOJDUGHOOHQJXDMHDPHQXGRVHORSUHVHQWDFRPRHO
IDFLOLWDGRUGH OD WUDQVPLVLyQGH OD LQIRUPDFLyQGHXQDSHUVRQD RPiTXLQD D
RWUD/DDFWLYLGDGVRFLDOKXPDQDVyORYLYHHQHOOHQJXDMHTXHSHUPLWHPRGHORV
HQWUHOD]DGRVGHFRPSUHVLyQPXWXD$VtSRGHPRVUD]RQDU
 'HVGHHO OHQJXDMHFRPRGHVFULSFLyQGHEHGHVSOD]DUVHDO OHQJXDMHFRPR
DFFLyQ (VWH GHVSOD]DPLHQWR KDFLD OD DFFLyQ HV XQD GH ODV EDVHV GH OD
WHRUtDGHODFWROLQJtVWLFR
 'H pVWD PDQHUD HO SDSHO UHSUHVHQWDWLYR GHO OHQJXDMH VH GLIHUHQFLD
FDWHJyULFDPHQWH GHO XVR FRP~Q GHO OHQJXDMH WUDGLFLRQDO UHSUHVHQWDGR
SRUPHGLRGHVLJQRV
 /RVDFWRVGHOOHQJXDMHDOJHQHUDUFRPSURPLVRVGDQOXJDUDXQFRQMXQWR
FRRUGLQDGRGHDFFLRQHV
 &RQFLHQWL]DUTXHHOOHQJXDMHLPSOLFDFRPSRUWDPLHQWRUHODFLRQDOHQWUHODV
SHUVRQDV HV DGPLWLU TXH HO PLVPR VH FRQYLHUWH HQ SDUWH GH OD
HVWUXFWXUD VRFLDO \ QR VH DORMD VyOR HQ OD DFWLYLGDG PHQWDO GH ODV
SHUVRQDV &RQ ORV DFWRV GHO KDEOD ORV VHUHV KXPDQRV JHQHUDPRV
FRPSRUWDPLHQWRV HO LQGLYLGXR GH FDUDFWHUtVWLFDV KXPDQDV KDEOD \
HVFXFKD /DV SHUVRQDV SRVHHPRV OD FDSDFLGDG GH FUHDU SHGLU
FRPSURPHWHUQRVGHFOLQDUFRQWUDRIHUWDU
$TXt UDGLFD OD YHUGDGHUD IXHU]D GHO OHQJXDMH HQ TXH YLYLPRV ORV VHUHV
KXPDQRV \ QR VyOR HQ ORV DFWRV PHUDPHQWH GHVFULSWLYRV TXH QRPLQDOPHQWH
H[SUHVDQVtPERORVDORVTXHHUUyQHDPHQWHGHQRPLQDPRVOHQJXDMH
Proceso comunicacional como un compromiso 
(O SURFHVR HV XQ FRQMXQWR DVRFLDGR R XQD VHFXHQFLD GH KHFKRV
YLQFXODGR FRQ OD HVWUXFWXUD FRQ XQ RUGHQ FRQ UHJODV DVRFLDWLYDV FRQ XQ
FDPLQR GHQWUR GH XQD UHG /DV RUJDQL]DFLRQHV DGPLQLVWUDQ SURFHVRV GH
LQIRUPDFLyQ QHJRFLDFLyQ GHFLVLRQHV \ RSHUDFLRQHV FRRUGLQDGDV TXH LQWHJUDQ
XQDUHGGHSURFHVRV
/DFRPXQLFDFLyQWDPELpQHVXQSURFHVRLQWHUDFWLYRRULHQWDGRDJHQHUDU
DFFLRQHV~WLOHV




'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
(VWRV FRQFHSWRV FRQIRUPDQ XQ FRQMXQWR LQWHJUDGR TXH GHWHUPLQDQ
LPSOLFDQFLDVGHGLVWLQWDVFDUDFWHUtVWLFDV\UDQJRHQHOSURFHVRFRPXQLFDFLRQDO

Gráfico 19: EL COMPROMISO COMUNICACIONAL
Fuente: elaboración propia basada en Rubinsztein, J., 1997. 

Concepto de comunicación  
/DFRPXQLFDFLyQHVHO IHQyPHQRPHGLDQWHHOFXDOXQHPLVRU LQIOX\HHQ
XQUHFHSWRU\OHDFODUDDOJR0iVD~QHVHOSURFHVRPHGLDQWHHOFXDOGRVRPiV
SHUVRQDV LQWHUFDPELDQ FRPSUHQGHQ \ FRPSDUWHQ LQIRUPDFLyQ SRU OR JHQHUDO
FRQODLQWHQFLyQGHLQIOXLUHQHOFRPSRUWDPLHQWRGHRWUDVSHUVRQDV
3DUD TXH H[LVWD FRPXQLFDFLyQ HV QHFHVDULR TXH HO GHVWLQDWDULR GH OD
LQIRUPDFLyQ OD UHFLED \ OD FRPSUHQGD &RPXQLFDU DOJR VLJQLILFD KDFHU
FRP~QDXQDRPiVSHUVRQDVXQDLQIRUPDFLyQRXQPHQVDMH
Las funciones de la comunicación 
/D FRPXQLFDFLyQ HV YLWDO H LPSUHVFLQGLEOH SDUD HO FRPSRUWDPLHQWR GH ODV
RUJDQL]DFLRQHVORVJUXSRV\ODVSHUVRQDV(QJHQHUDOODFRPXQLFDFLyQFXPSOH
FXDWURIXQFLRQHV

ϰϭZŽďďŝŶƐ͕^͘W͘;ϭϵϵϵͿŽŵƉŽƌƚĂŵŝĞŶƚŽŽƌŐĂŶŝǌĂĐŝŽŶĂů͘DĠǆŝĐŽ͗WĞĂƌƐŽŶ͕ƉĄŐƐ͘ϯϬϴͲϯϭϭ͘
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 &RQWURO FXDQGR ORV LQGLYLGXRV VLJXHQ QRUPDV \ SURFHGLPLHQWRV GH
WUDEDMR R FXDQGR FRPXQLFDQ XQ SUREOHPD ODERUDO D VX VXSHULRU
LQPHGLDWRSURYRFDQTXHODFRPXQLFDFLyQWHQJDXQDIXQFLyQGHFRQWURO
'HEHQ UHVSHWDU OD MHUDUTXtD \ ODV QRUPDV IRUPDOHV \ OD FRPXQLFDFLyQ
VLUYHSDUDFRPSUREDUVLHVWRHIHFWLYDPHQWHRFXUUH
 0RWLYDFLyQODFRPXQLFDFLyQSURSLFLDODPRWLYDFLyQFXDQGRVHGHILQHOR
TXH GHEHKDFHU XQD SHUVRQD VH HYDO~D VX GHVHPSHxR \ VH OH RULHQWD
VREUHODVPHWDV\UHVXOWDGRVTXHGHEHDOFDQ]DU
 ([SUHVLyQGHHPRFLRQHV ODFRPXQLFDFLyQHQXQJUXSRSUHVHQWDXQD
DOWHUQDWLYD SDUD TXH ODV SHUVRQDV H[SUHVHQ VXV VHQWLPLHQWRV GH
VDWLVIDFFLyQR LQVDWLVIDFFLyQ/DFRPXQLFDFLyQFDVLVLHPSUHHVXQPHGLR
SDUD OD H[SUHVLyQ HPRFLRQDO GH ORV VHQWLPLHQWRV \ GH VDWLVIDFFLyQ GH
FLHUWDVQHFHVLGDGHVVRFLDOHV
 ,QIRUPDFLyQODFRPXQLFDFLyQIDFLOLWDODWRPDGHGHFLVLRQHVLQGLYLGXDOHV
\JUXSDOHVDOWUDQVPLWLUGDWRVTXHLGHQWLILFDQ\HYDO~DQFXUVRVGHDFFLyQ
DOWHUQDWLYRV
El proceso de comunicación  
(OSXQWRGHSDUWLGDGHOSURFHVRGHFRPXQLFDFLyQHVXQSURSyVLWRTXHVH
FRQYLHUWHHQXQPHQVDMHTXHVHUiWUDQVPLWLGR\TXHVLJXHXQIOXMRTXHYDGH
XQD IXHQWH HPLVRU D XQ UHFHSWRU 3DUD HOOR HO PHQVDMH HV FRGLILFDGR
FRQYHUWLGR HQ XQ IRUPDWR GH VtPERORV \ WUDQVPLWLGR D WUDYpV GH XQPHGLR
FDQDOKDVWDHOUHFHSWRUTXLHQWUDGXFHGHFRGLILFDHOPHQVDMH(OUHVXOWDGRHV
OD WUDQVIHUHQFLD GH VLJQLILFDGRVGH XQDSHUVRQDD RWUD VL QR DSDUHFHQ UXLGRV
TXHGLVWRUVLRQDQHOPHQVDMH\DTXHVHSXHGHQSUHVHQWDUVHHQFXDOTXLHUHWDSD
GHOSURFHVR$VtHOSURFHVRGHFRPXQLFDFLyQWLHQHVLHWHSDUWHVFRPRPXHVWUDOD
ILJXUD
 
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Gráfico 20: EL PROCESO DE COMUNICACIÓN

Fuente: elaboración propia basada en Chiavenato I., 2009, pág. 311. 

La comunicación como acción 
³&DPELHPRVQXHVWUDVFRQYHUVDFLRQHV\FUHDUHPRVXQPXQGRGLVWLQWR´
'XUDQWH GpFDGDV VH DERUGy HO HVWXGLR \ DQiOLVLV GH OD FRPXQLFDFLyQ
GHVGH HO SDUDGLJPD GH OD WUDQVPLVLyQ GH OD LQIRUPDFLyQ (Q SDUDOHOR \ HQ
FRLQFLGHQFLDFRQHVWDFRQFHSFLyQFRQYLYLyODYLVLyQTXHFRQVLGHUDEDDOOHQJXDMH
FRPR XQ LQVWUXPHQWR SDUD GHVFULELU HO HVWDGR GH ODV FRVDV HV GHFLU HO
OHQJXDMHFRPRHOSRUWDGRUGHODLQIRUPDFLyQ
(VWDFRQFHSFLyQVXSRQHTXHODUHDOLGDG\DHVWiDKtDQWHVTXHHOOHQJXDMH
\ORTXHpVWHKDFHHVVLPSOHPHQWHGHVFULELUOD³KDEODUGHHOOD´3RUORWDQWROH
DWULEX\H DO OHQJXDMH XQ URO SDVLYR R GHVFULSWLYR FRPR HO HQFDUJDGR GH GDU
FXHQWD GH OR H[LVWHQWH (VWD FDUDFWHUL]DFLyQ GHO OHQJXDMH VH FRPSOHPHQWD
SHUIHFWDPHQWHFRQODWHRUtDGHODWUDQVPLVLyQGHLQIRUPDFLyQ\GHQWURGHHVWH
HVTXHPDFRQFHSWXDOHO OHQJXDMHSDVyDRFXSDU ODFDWHJRUtDGHOFyGLJRTXHVH
XWLOL]DSDUDFRPSRQHUORVPHQVDMHV
$GHPiV GH VX DVSHFWR GHVFULSWLYR HO OHQJXDMH SRVHH XQ SURIXQGR
FDUiFWHU JHQHUDWLYR D SDUWLU GHO FXDO DVRFLDPRV FRRUGLQDPRV QXHVWUDV
FRQGXFWDV\JHQHUDPRVQXHYDVUHDOLGDGHV$WUDYpVGHODSDODEUDKDFHPRVTXH
FLHUWDV FRVDV SDVHQ \ SRU OR WDQWR HO OHQJXDMH FRQVWLWX\H XQD IRUPD GH

ϰϮDĂƌƚƵƌĂŶĂ͕,͘ŚƚƚƉƐ͗ͬͬǁǁǁ͘ŐƌĂŶĚĞƐƉǇŵĞƐ͘ĐŽŵ͘ĂƌͬϮϬϭϬͬϭϬͬϭϴͬĞůͲƉŽĚĞƌͲĚĞͲůĂƐͲƉĂůĂďƌĂƐͬ
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LQWHUYHQLUHQODFRQVWUXFFLyQGHQXHVWURPXQGR<HVHVWHFDUiFWHUHOTXHQRV
LQGXFH D FRQVLGHUDU D OD FRPXQLFDFLyQ FRPR DFFLyQ \ QR FRPR XQD PHUD
WUDQVPLVLyQGHLQIRUPDFLyQ
&XDQGRDILUPDPRVTXHDFFLRQDPRVDWUDYpVGHOSRGHUWUDQVIRUPDGRU
GHODSDODEUDQRVUHIHULPRVDTXHFXDQGRKDEODPRVVXFHGHQFRVDV\FXDQGR
FDOODPRV VXFHGHQ RWUDV /D UHDOLGDG QR VLHPSUH SUHFHGH DO OHQJXDMH pVWH
WDPELpQ DQWHFHGH D OD UHDOLGDG $ WUDYpV GH QXHVWUDV FRQYHUVDFLRQHV
GHFODUDPRV QXHVWUR DPRU FRQWUDWDPRV XQ YLDMH VROLFLWDPRV XQ DXPHQWR GH
VXHOGR R OH VROLFLWDPRV D DOJXLHQ TXH VH UHWLUH (V SRU PHGLR GH QXHVWUDV
FRQYHUVDFLRQHVTXH UHDOL]DPRV JUDQ SDUWH GH ODV DFFLRQHV HQ QXHVWUD YLGD $
WUDYpV GH HOODV QR VyOR DFWXDPRV VLQR WDPELpQ LQWHUDFWXDPRV HVWDEOHFHPRV
FRQH[LRQHV FRRUGLQDPRV DFFLRQHV FRQVWUXLPRV YtQFXORV \ DFRUGDPRV
FRPSURPLVRV 7RGRV ORV VHUHV KXPDQRV LQWHUDFWXDPRV HQ UHGHV
FRQYHUVDFLRQDOHV/RTXHQRVHVSRVLEOHRGLILFXOWRVRUHDOL]DUGHSHQGHHQJUDQ
SDUWH GH OD H[WHQVLyQ \ OD FDOLGDG GH QXHVWUD UHG GH YtQFXORV 1XHVWUDV
FRQYHUVDFLRQHV GHWHUPLQDQ OD FDOLGDG GH QXHVWURV YtQFXORV \ SRU OR WDQWR
FRPSURPHWHQQXHVWUDHIHFWLYLGDG

MOTIVACIÓN Y SATISFACCIÓN LABORAL 
 
La motivación humana 
(V GLItFLO FRPSUHQGHU HO FRPSRUWDPLHQWR GH ODV SHUVRQDV VLQ WHQHU XQ
PtQLPR FRQRFLPLHQWR GH OR TXH OR PRWLYD 6LQ HPEDUJR QR HV IiFLO GHILQLU
H[DFWDPHQWHHOFRQFHSWRGHPRWLYDFLyQ'HPDQHUDJHQHUDOPRWLYRHVWRGROR
TXHLPSXOVDDXQDSHUVRQDDDFWXDUGHGHWHUPLQDGDPDQHUDRTXHGDRULJHQ
SRU ORPHQRVDXQDWHQGHQFLDFRQFUHWDDXQFRPSRUWDPLHQWRHVSHFtILFR(VH
LPSXOVR D OD DFFLyQ SXHGH VHU FRQVHFXHQFLD GH XQ HVWtPXOR H[WHUQR
SURYHQLHQWH GHO DPELHQWH R JHQHUDUVH LQWHUQDPHQWH SRU ORV SURFHVRV
PHQWDOHVGHOLQGLYLGXR
'HVGH XQ SXQWR GH YLVWD ODERUDO GHILQLPRV ODPRWLYDFLyQ FRPR OD
YROXQWDG GH HMHUFHU DOWRV QLYHOHV GH HVIXHU]R KDFLD ODV PHWDV
RUJDQL]DFLRQDOHV FRQGLFLRQDGDV SRU OD KDELOLGDG GHO HVIXHU]R GH VDWLVIDFHU
DOJXQDQHFHVLGDG LQGLYLGXDO$SDUWLUGHHVWDGHILQLFLyQSRGHPRVGHVWDFDU WUHV
HOHPHQWRV FODYHV TXH VRQ HO HVIXHU]R ODV PHWDV RUJDQL]DFLRQDOHV \ ODV
QHFHVLGDGHV

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(O HOHPHQWR HVIXHU]R HV XQD PHGLGD GH OD QHFHVLGDG &XDQGR DOJXLHQ
HVWi PRWLYDGR HVD SHUVRQD VH GHGLFD FRQ JUDQ HPSHxR D VX PHWD 6LQ
HPEDUJRORVDOWRVQLYHOHVGHPRWLYDFLyQQRJDUDQWL]DQUHVXOWDGRVIDYRUDEOHVGH
GHVHPSHxRGHWUDEDMRDPHQRVTXHHOHVIXHU]RVHDFDQDOL]DGRHQODGLUHFFLyQ
TXH EHQHILFLD D OD RUJDQL]DFLyQ 3RU WDQWR GHEHPRV FRQVLGHUDU OD FDOLGDGGHO
HVIXHU]R FRPR WDPELpQ OD LQWHQVLGDG 3RU ~OWLPR SRGHPRV GLVWLQJXLU OD
PRWLYDFLyQFRPRXQSURFHVRGHVDWLVIDFFLyQGHODQHFHVLGDG
8QDQHFHVLGDGHQHVWHFRQWH[WRVLJQLILFDDOJ~QHVWDGRLQWHUQRTXHKDFH
TXH FLHUWRV UHVXOWDGRV SDUH]FDQ DWUDFWLYRV 8QD QHFHVLGDG LQVDWLVIHFKD FUHD
WHQVLyQTXHHVWLPXODHOLPSXOVRGHQWURGHOLQGLYLGXR(VWRVLPSXOVRVJHQHUDQXQ
FRPSRUWDPLHQWR GH E~VTXHGD SDUD HQFRQWUDU PHWDV SDUWLFXODUHV TXH VL VH
ORJUDQVDWLVIDUiQODQHFHVLGDG\IDYRUHFHUiQODUHGXFFLyQGHODWHQVLyQ
Descripción del proceso 
(Q FXDQWR DO iPELWR HPSUHVDULDO SRGHPRV GHFLU TXH ORV HPSOHDGRV
PRWLYDGRVHVWiQHQXQHVWDGRGHWHQVLyQ3DUDDOLYLDUHVDWHQVLyQHMHUFHQXQ
HVIXHU]R 0LHQWUDV PiV JUDQGH VHD OD SULPHUD PiV JUDQGH VHUi HO QLYHO GH
HVIXHU]R6LHOHVIXHU]RFRQGXFHDODVDWLVIDFFLyQGHODQHFHVLGDGODWHQVLyQVH
UHGXFH
'HEH DVLPLVPR WHQHUVH HQ FXHQWD TXH HVWD UHGXFFLyQ GHO HVIXHU]R
WDPELpQHVGLULJLGDDODVPHWDVRUJDQL]DFLRQDOHV3RUORWDQWRHVLQKHUHQWHDOD
GHILQLFLyQ GH PRWLYDFLyQ HO UHTXHULPLHQWR GH TXH ODV QHFHVLGDGHV
LQGLYLGXDOHVGHEHQVHUFRPSDWLEOHV\FRQVLVWHQWHVFRQODVPHWDVGHOD
RUJDQL]DFLyQ&XDQGRHVWRQRRFXUUHHVSRVLEOHTXHVHWHQJDQLQGLYLGXRVTXH
HMHU]DQ DOWRV QLYHOHV GH HVIXHU]R SHUR TXH HQ UHDOLGDG RSHUHQ FRQWUD ORV
LQWHUHVHVGHODRUJDQL]DFLyQ(VWRVLQHPEDUJRQRHVWDQLQXVXDO
 
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Gráfico 21: EL PROCESO DE MOTIVACIÓN

Fuente: elaboración propia basada en Robbins, S. P., 1999, pág. 168. 

Primeras teorías de la motivación 
/DGpFDGDGHODVFLQFXHQWDIXHXQSHUtRGRIUXFWtIHURHQHOFDPSRGHORV
FRQFHSWRVPRWLYDFLRQDOHV7UHV WHRUtDV HVSHFtILFDV VH IRUPXODURQGXUDQWHHVWH
SHUtRGRODWHRUtDGHODMHUDUTXtDGHODVQHFHVLGDGHVODWHRUtD;H<\OD
WHRUtD GH OD PRWLYDFLyQKLJLHQH < DXQTXH HVWDV KD\DQ VLGR GXUDPHQWH
DWDFDGDV\FXHVWLRQDGDVHQWpUPLQRVGHYDOLGDFLyQVRQWRGDYtDSUREDEOHPHQWH
ODVH[SOLFDFLRQHVPHMRUFRQRFLGDVGHODPRWLYDFLyQGHOLQGLYLGXR
&RQVLGHUDPRVTXHHVQHFHVDULRFRQRFHUHVWDVWHRUtDVDOPHQRVSRUGRV
UD]RQHVHQSULPHUOXJDUUHSUHVHQWDQODEDVHVREUHODFXDOVHKDQGHVDUUROODGR
ODVWHRUtDVFRQWHPSRUiQHDV\HQVHJXQGRWpUPLQRHQODSUiFWLFDORVJHUHQWHV
SRUORUHJXODUXWLOL]DQHVWDVWHRUtDV\VXWHUPLQRORJtDSDUDH[SOLFDUODPRWLYDFLyQ
GHOHPSOHDGR
Teoría de la jerarquía de las necesidades 
(VWDWHRUtDGHODPRWLYDFLyQSURSXHVWDSRU$EUDKDP0DVORZSUREDEOHPHQWH
VHD ODPiVFRQRFLGDeO IRUPXOy OD WHVLVGHTXHGHQWURGHOVHUKXPDQRH[LVWH
XQDMHUDUTXtDGHFLQFRQHFHVLGDGHVeVWDVVRQ
 
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Gráfico 22: JERARQUÍA DE LAS NECESIDADES DE MASLOW

Fuente: elaboración propia basada en Robbins, S. P., 1999, pág. 170. 

 )LVLROyJLFD LQFOX\H HO KDPEUH OD VHG HO UHIXJLR HO VH[R \ RWUDV
QHFHVLGDGHVItVLFDV
 6HJXULGDG LQFOX\H OD VHJXULGDG \ OD SURWHFFLyQ GHO GDxR ItVLFR \
HPRFLRQDO
 6RFLDOLQFOX\HHODIHFWRODSHUWHQHQFLDODDFHSWDFLyQ\ODDPLVWDG
 (VWLPD LQFOX\H ORV IDFWRUHVGHHVWLPD LQWHUQRVFRPRHO UHVSHWRDXQR
PLVPRODDXWRQRPtD\HO ORJURDVtFRPRWDPELpQORVIDFWRUHVH[WHUQRV
GHHVWLPDFRPRHOHVWDWXVHOUHFRQRFLPLHQWR\ODDWHQFLyQ
 $XWRUUHDOL]DFLyQHOLPSXOVRGHFRQYHUWLUVHHQORTXHXQRHVFDSD]GH
YROYHUVHLQFOX\HHOFUHFLPLHQWRHOORJUDUHOSRWHQFLDOLQGLYLGXDOHOKDFHU
HILFD]ODVDWLVIDFFLyQSOHQDFRQXQRPLVPR
&RQIRUPHFDGDXQDGHHVWDVQHFHVLGDGHVVHVDWLVIDFHSULQFLSDOPHQWHOD
VLJXLHQWH VH YXHOYH GRPLQDQWH &RPRPXHVWUD HO JUiILFR HO LQGLYLGXR DYDQ]D
KDFLD DUULED SRU ORV HVFDORQHV GH OD MHUDUTXtD 'HVGH HO SXQWR GH YLVWD GH OD
PRWLYDFLyQ OD WHRUtD GLUtD TXH DXQTXH QLQJXQD QHFHVLGDG VH VDWLVIDFH SRU
FRPSOHWRXQDQHFHVLGDGVXVWDQFLDOPHQWHVDWLVIHFKD\DQRPRWLYD$Vt
$87255($/,=$&,Ï1
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TXH GH DFXHUGR FRQ 0DVORZ VL VH TXLHUH PRWLYDU D DOJXLHQ VH QHFHVLWD
HQWHQGHU HQ TXp QLYHO GH OD MHUDUTXtD HVWi DFWXDOPHQWH HVD SHUVRQD \
HQIRFDUVHHQVDWLVIDFHUDTXHOODVQHFHVLGDGHVGHOQLYHOTXHHVWpLQPHGLDWDPHQWH
DUULED
Teoría X y teoría Y 
'RXJODV 0F*UHJRU SURSXVR GRV SRVLFLRQHV GLVWLQWDV GH ORV VHUHV
KXPDQRV XQD EiVLFDPHQWH QHJDWLYD QRPEUDGD WHRUtD ; \ RWUD EiVLFDPHQWH
SRVLWLYDQRPEUDGDWHRUtD<'HVSXpVGHYHUODPDQHUDHQODFXDOORVJHUHQWHV
WUDWDEDQDVXVHPSOHDGRV0F*UHJRUFRQFOX\yTXHODYLVLyQGHOJHUHQWHDFHUFD
GHODQDWXUDOH]DGHORVVHUHVKXPDQRVHVWiEDVDGDHQFLHUWDVVXSRVLFLRQHVGH
JUXSR\TXHpOWLHQGHDPROGHDUVXFRPSRUWDPLHQWRKDFLDORVVXERUGLQDGRVGH
DFXHUGRFRQHVWDVVXSRVLFLRQHV
'H DFXHUGR FRQ OD WHRUtD; ODV SUHPLVDV VH UHILHUHQ D ORV FRPSRUWDPLHQWRV
QHJDWLYRV GH ORV HPSOHDGRV FRPRSRU HMHPSOR WUDWDU GH HYLWDU HO WUDEDMR OR
FXDO HVWiQ H[SXHVWRV D UHFLELU VHYHURV FRQWUROHV \ FDVWLJRV SDUD ORJUDU ODV
PHWDV/DPD\RUtDGHORVWUDEDMDGRUHVFRORFDODVHJXULGDGSRUHQFLPDGHWRGRV
ORVGHPiVIDFWRUHVDVRFLDGRVFRQHOWUDEDMR\PRVWUDUiQPX\SRFDDPELFLyQ
(Q FRQWUDVWH FRQ HVWDV SHUFHSFLRQHV QHJDWLYDV DFHUFD GH OD QDWXUDOH]D
GH ORVVHUHVKXPDQRV0F*UHJRU OLVWyVXSRVLFLRQHVSRVLWLYDVTXH OODPyWHRUtD
<GRQGHVHGHVFULEHTXHORVHPSOHDGRVSXHGHQSHUFLELUHOWUDEDMRWDQQDWXUDO
FRPRGHVFDQVDURMXJDU
Teoría de motivación-higiene 
'HDFXHUGRFRQ+H]EHUJORVIDFWRUHVTXHFRQGXFHQDODVDWLVIDFFLyQHQ
HO WUDEDMR HVWiQ VHSDUDGRV \ VRQ GLVWLQWRV GH DTXHOORV TXH OOHYDQ D OD
LQVDWLVIDFFLyQHQHO WUDEDMR3RU ORWDQWR ORVJHUHQWHVTXHEXVFDQHOLPLQDU ORV
IDFWRUHVTXHFUHDQ OD LQVDWLVIDFFLyQHQHO WUDEDMRSRGUiQ WUDHUPiVSD]SHUR
QRQHFHVDULDPHQWHPRWLYDFLyQ&RPRUHVXOWDGRODSROtWLFDGHODFRPSDxtD\OD
JHUHQFLD OD VXSHUYLVLyQ ODV UHODFLRQHV LQWHUSHUVRQDOHV ODV FRQGLFLRQHV GHO
WUDEDMR\HO VDODULR VHFDUDFWHUL]DURQSRU+H]EHUJFRPR IDFWRUHVGHKLJLHQHV
&XDQGR pVWRV VRQ DGHFXDGRV OD JHQWH QR HVWDUi LQVDWLVIHFKD VLQ HPEDUJR
WDPSRFR HVWDUi VDWLVIHFKD 6L TXHUHPRVPRWLYDU D OD JHQWH HQ VX WUDEDMR
+HU]EHUJ VXJLHUHHQIDWL]DUHO ORJURHO UHFRQRFLPLHQWRHO WUDEDMRHQVt
PLVPR OD UHVSRQVDELOLGDG\HO FUHFLPLHQWR (VWDV VRQ ODV FDUDFWHUtVWLFDV
TXHODJHQWHHQFXHQWUDLQWUtQVHFDPHQWHUHFRPSHQVDQWHV
(VWDV WUHV WHRUtDV VRQPX\FRQRFLGDVSHURGHVDIRUWXQDGDPHQWHQRVH
VXVWHQWDQORVXILFLHQWHFXDQGRVHODVH[DPLQDFRQSURIXQGLGDG
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Teorías contemporáneas de la motivación 
([LVWHQYDULDV WHRUtDVFRQWHPSRUiQHDVTXHWLHQHQDOJRHQFRP~QFDGD
XQDWLHQHXQJUDGRUD]RQDEOHGHGRFXPHQWDFLyQTXHODVXVWHQWD6RQOODPDGDV
³FRQWHPSRUiQHDV´ QR D FDXVD GH VX GHVDUUROOR UHFLHQWH VLQR SRUTXH
UHSUHVHQWDQHOHVWDGRDFWXDOHQODH[SOLFDFLyQGHODPRWLYDFLyQGHOHPSOHDGR
'HVDUUROODUHPRVODVWHRUtDVTXHQRVUHVXOWDURQPiVDGHFXDGDVSDUDTXH
SXHGDQVHUOOHYDGDVDFDERHQODSUiFWLFD
Teoría de las necesidades de McClelland 
/DWHRUtDVHHQIRFDHQWUHVQHFHVLGDGHVORJURSRGHU\DILOLDFLyQ
 1HFHVLGDG GH ORJUR HO LPSXOVR GH VREUHVDOLU OD OXFKD SRU HO p[LWR
HQWUHRWURV
 1HFHVLGDGGHSRGHUODQHFHVLGDGGHKDFHUTXHRWURVVHFRPSRUWHQHQ
XQDIRUPDHQTXHQRVHFRPSRUWDUtDQ
 1HFHVLGDG GH DILOLDFLyQ HO GHVHR GH ODV UHODFLRQHV LQWHUSHUVRQDOHV
DPLVWRVDV\FHUFDQDV
$OJXQDVSHUVRQDV WLHQHQXQD IXHU]D LPSXOVRUDSDUD WHQHU p[LWR OXFKDQ
SRU HO ORJUR SHUVRQDO 7LHQHQ XQ GHVHR GH KDFHU DOJR PHMRU R PiV
HILFLHQWHPHQWHTXHORTXHVHKDKHFKRDQWHV(VWHLPSXOVRHVODQHFHVLGDGGH
ORJUR Q$FK (VWDV SHUVRQDV SUHILHUHQ HO UHWR GH WUDEDMDU HQ XQ SUREOHPD \
DFHSWDUODUHVSRQVDELOLGDGSHUVRQDOGHOp[LWRRGHOIUDFDVR
/D QHFHVLGDG GH SRGHU Q3RZ HV GHO GHVHR GH WHQHU LPSDFWR GH VHU
LQIOX\HQWH \ FRQWURODU D ORV GHPiV /RV LQGLYLGXRV DOWRV HQ Q3RZ GLVIUXWDQ HO
HVWDU³DFDUJR´OXFKDQSRULQIOXHQFLDUDORVGHPiVSUHILHUHQVHUFRORFDGRVHQ
VLWXDFLRQHVFRPSHWLWLYDV\RULHQWDGDVDOVWDWXV
/D WHUFHUD QHFHVLGDG TXH GHILQLy 0F&OHOODQG HV OD DILOLDFLyQ Q$II /D
DILOLDFLyQ HVWi OLJDGD DO GHVHR GH JXVWDU \ VHU DFHSWDGR SRU ORV GHPiV /RV
LQGLYLGXRVFRQXQPRWLYRGHDOWDDILOLDFLyQOXFKDQSRUODDPLVWDGSUHILHUHQODV
VLWXDFLRQHVFRRSHUDWLYDVHQ OXJDUGH ODVFRPSHWLWLYDV\GHVHDQUHODFLRQHVTXH
LQYROXFUHQXQDOWRJUDGRGHHQWHQGLPLHQWRPXWXR
Teoría de la evaluación cognoscitiva 
/D WHRUtD GH OD HYDOXDFLyQ FRJQRVFLWLYD VRVWLHQH TXH FXDQGR ODV
RUJDQL]DFLRQHV XVDQ ORV SUHPLRV H[WUtQVHFRV FRPR SDJRV SRU GHVHPSHxR
VXSHULRU VH UHGXFHQ ODV UHFRPSHQVDV LQWUtQVHFDV ODV FXDOHV VH GHULYDQ GHO

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KHFKR GH TXH ORV LQGLYLGXRV KDFHQ OR TXH OHV JXVWD (Q RWUDV SDODEUDV OD
PRWLYDFLyQTXHSURYLHQHGHO LQWHULRUHVODTXHVXUJHFXDQGRUHDOL]DPRVWDUHDV
TXHGLVIUXWDPRVKDFHUHQFDPELRODPRWLYDFLyQTXHSURYLHQHGHOH[WHULRUQRHV
GHQXHVWURDJUDGRUHDOL]DUODVSHURVLQHPEDUJRVHOOHYDQDFDERSRUTXHH[LVWH
XQD UHFRPSHQVD 3RU HQGH ODV UHFRPSHQVDQ LQWUtQVHFDV WLHQHQ XQ YDORU
VXSHULRU GDGRTXHJHQHUDQPD\RUPRWLYDFLyQTXH VHSXHGHPDQWHQHU
HQHOWLHPSR
Teoría del establecimiento de metas  
$ ILQDOHV GH OD GpFDGD GH ORV VHVHQWD (GZLQ /RFNH SURSXVR TXH ODV
LQWHQFLRQHVGHWUDEDMDUKDFLDXQDPHWDVRQXQDIXHQWHLPSRUWDQWHGH
PRWLYDFLyQ HQ HO WUDEDMR (Q FRQFUHWR SRGHPRV GHFLU TXH ODV PHWDV
HVSHFtILFDVLQFUHPHQWDQHOGHVHPSHxRPLHQWUDVTXHODVPHWDVGLItFLOHVFXDQGR
VHDFHSWDQGDQFRPRUHVXOWDGRXQGHVHPSHxRPiVDOWRTXHODVPHWDVIiFLOHV
\TXHODUHWURDOLPHQWDFLyQFRQGXFHDXQPHMRUGHVHPSHxRTXHHOORJUDGRHQVX
DXVHQFLD
/D JHQWH VH FRPSRUWDPHMRU FXDQGR REWLHQH UHWURDOLPHQWDFLyQ GH TXp
WDQ ELHQ HVWi SURJUHVDQGR KDFLD VXV PHWDV \D TXH DTXHOOD OHV D\XGD D
LGHQWLILFDUODVGLVFUHSDQFLDVHQWUHORTXHKDQKHFKR\ORTXHTXLHUHQKDFHUHV
GHFLUODUHWURDOLPHQWDFLyQDFW~DFRPRXQFRPSRUWDPLHQWRJXtD2WURVIDFWRUHV
TXHDWULEX\HQDHVWDWHRUtDVRQHOFRPSURPLVRODDXWRHILFDFLD\ODFXOWXUD
Teoría de la equidad 
6HJ~Q OD WHRUtD GH OD HTXLGDG GHVDUUROODGD SRU - 6WDF\ $GDPV
SHUFLELPRV OR TXH REWHQHPRV GH XQD VLWXDFLyQ GH WUDEDMR EHQHILFLRV HQ
UHODFLyQFRQORTXHSRQHPRVHQpODSRUWDFLRQHV\OXHJRFRPSDUDPRVQXHVWUR
FRFLHQWH EHQHILFLRVDSRUWDFLRQHV FRQ OD UD]yQ EHQHILFLRVDSRUWDFLRQHV GH ORV
GHPiV6LSHUFLELPRVTXHQXHVWUDUD]yQHV LJXDOD ODGHDTXHOORVFRQTXLHQHV
QRV FRPSDUDPRV VH GLFH TXH H[LVWH XQ HVWDGR GH HTXLGDG SHUFLELPRV
QXHVWUD VLWXDFLyQ FRPR MXVWD &XDQGR YHPRV TXH OD UD]yQ HV GHVLJXDO
H[SHULPHQWDPRVWHQVLyQGHHTXLGDG$GDPVKDSURSXHVWRTXHHVWHHVWDGR
GH WHQVLyQ QHJDWLYD SURSRUFLRQD ODPRWLYDFLyQ SDUD KDFHU DOJR TXH OD
FRUULMD
/RV LQGLYLGXRV WLHQGHQ D FRPSUDUVH HQ GLVWLQWRV DVSHFWRV UHODFLRQDGRV
FRQ VXV DSRUWDFLRQHV WDOHV FRPR OD H[SHULHQFLD OD HGXFDFLyQ UHODFLyQ
GHVHPSHxR GH WDUHDVVDODULRV DVHQVRV UHFRQRFLPLHQWRV HQWUH RWURV (Q
FXDQWR UHFRQRFHQ XQ GHVEDODQFH HQ UHODFLyQ D EHQHILFLRVDSRUWDFLRQHV FRQ
UHODFLyQD ORVGHPiVJHQHUDXQD WHQVLyQQHJDWLYDTXHDIHFWDD ODPRWLYDFLyQ
SDUDUHDOL]DUGHWHUPLQDGDVWDUHDV
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Satisfacción en el trabajo 
(O LQWHUpV GH ORV HPSOHDGRUHV HQ OD VDWLVIDFFLyQ GHO WUDEDMR WLHQGH D
FHQWUDUVH HQ VXV HIHFWRV VREUH HO GHVHPSHxR GHO HPSOHDGR ([LVWHQ FLHUWRV
HVWXGLRVTXHVHKDQGHVLJQDGRSDUDHYDOXDUHOLPSDFWRGHODVDWLVIDFFLyQHQHO
WUDEDMRVREUHODSURGXFWLYLGDGGHOHPSOHDGRHODXVHQWLVPR\ODURWDFLyQ
 6DWLVIDFFLyQ \ SURGXFWLYLGDG XQD UHYLVLyQ FXLGDGRVD GH OD
LQYHVWLJDFLyQ LQGLFy TXH Vt H[LVWH XQD UHODFLyQ SRVLWLYD HQWUH OD
VDWLVIDFFLyQ \ OD SURGXFWLYLGDG /RV HVWXGLRV TXH KDQ FRQWURODGR HVWD
SRVLELOLGDG LQGLFDQ TXH OD FRQFOXVLyQ PiV YiOLGD HV TXH OD
SURGXFWLYLGDG OOHYD D OD VDWLVIDFFLyQ \ QR DO FRQWUDULR 6L XQD
SHUVRQDKDFHXQEXHQWUDEDMRVHVLHQWHLQWUtQVHFDPHQWHELHQ$GHPiV
DVXPLHQGR TXH OD RUJDQL]DFLyQ SUHPLD OD SURGXFWLYLGDG VX DOWD
SURGXFWLYLGDGGHEHUtD LQFUHPHQWDUHO UHFRQRFLPLHQWRYHUEDOVXQLYHOGH
VDODULR \ VXV SUREDELOLGDGHV GH DVFHQVR (VWRV SUHPLRV HQ FDPELR
LQFUHPHQWDQVXQLYHOGHVDWLVIDFFLyQFRQHOWUDEDMR
&XDQGRORVGDWRVVREUHODVDWLVIDFFLyQ\ODSURGXFWLYLGDGVHUH~QHQSDUD
ODRUJDQL]DFLyQFRPRXQ WRGRPiVTXHDQLYHO LQGLYLGXDOHQFRQWUDPRV
TXHODVRUJDQL]DFLRQHVFRQHPSOHDGRVPiVVDWLVIHFKRVWLHQGHQDVHUPiV
HILFDFHVTXHODVRUJDQL]DFLRQHVFRQHPSOHDGRVPHQRVVDWLVIHFKRV
 6DWLVIDFFLyQ \ DXVHQWLVPR HQ HVWH DVSHFWR VH HQFRQWUy XQD
FRQVLVWHQWH UHODFLyQ QHJDWLYD HQWUH OD VDWLVIDFFLyQ \ HO DXVHQWLVPR
0LHQWUDV TXH FLHUWDPHQWH WLHQHPXFKRPiV VHQWLGR TXH ORV HPSOHDGRV
LQVDWLVIHFKRV WDO YH] IDOWHQ PiV DO WUDEDMR RWURV IDFWRUHV WLHQHQ XQ
LPSDFWRHQODUHODFLyQTXHLQIOX\HHQHVWDFRUUHODFLyQ
 6DWLVIDFFLyQ \ URWDFLyQ OD VDWLVIDFFLyQ WDPELpQ HVWi UHODFLRQDGD
QHJDWLYDPHQWHFRQODURWDFLyQSHUR ODFRUUHODFLyQHVPiVIXHUWHTXHOD
TXH HQFRQWUDPRV SDUD HO DXVHQWLVPR 6LQ HPEDUJR RWUD YH] RWURV
IDFWRUHV FRPR ODV FRQGLFLRQHV GHOPHUFDGR ODERUDO ODV H[SHFWDWLYDV GH
RSRUWXQLGDGHVRSFLRQDOHVGHWUDEDMR\ODDQWLJHGDGHQODRUJDQL]DFLyQ
VRQ UHVWULFFLRQHV LPSRUWDQWHV FRQ OD GHFLVLyQ UHDO GH GHMDU HO WUDEDMR
DFWXDO
/D HYLGHQFLD LQGLFD TXH XQ PRGHUDGRU LPSRUWDQWH GH OD UHODFLyQ
VDWLVIDFFLyQURWDFLyQHVHOQLYHOGHGHVHPSHxRGHOHPSOHDGR(VSHFtILFDPHQWH
HOQLYHOGHVDWLVIDFFLyQHVPHQRVLPSRUWDQWHHQODSUHGLFFLyQGHODURWDFLyQ
SDUDTXLHQHVWLHQHQXQGHVHPSHxRVXSHULRU(VWRVHGHEHDTXHODRUJDQL]DFLyQ
WtSLFDPHQWH KDFH HVIXHU]RV FRQVLGHUDEOHV SDUD PDQWHQHU D HVWDV SHUVRQDV
2EWLHQHQ LQFUHPHQWRV GH VDODULR JUDQGHV HORJLRV UHFRQRFLPLHQWRV
RSRUWXQLGDGHVGHDVFHQVRVPD\RUHV\RWURV/RRSXHVWR WLHQGHDDSOLFDUSDUD
TXLHQHVWLHQHQXQGHVHPSHxRSREUH3RFRV LQWHQWRVVHKDFHQSRUSDUWHGH OD
RUJDQL]DFLyQ SDUD UHWHQHUORV 3RU OR WDQWR OD VDWLVIDFFLyQ HQ HO WUDEDMR
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3\0(V(QWUHODWHRUtD\ODSUiFWLFD
FRQVWLWX\H XQD LQIOXHQFLD PiV LPSRUWDQWH SDUD ORV HPSOHDGRV GH SREUH
GHVHPSHxRTXHSDUDORVGHGHVHPSHxRVXSHULRU
6ROHPRVHQFRQWUDUTXHODGLVSRVLFLyQJHQHUDOGHXQDSHUVRQDKDFLD
OD YLGD WDPELpQPRGHUD OD UHODFLyQ GH VDWLVIDFFLyQURWDFLyQ SDUWLFXODUPHQWH
DOJXQRV LQGLYLGXRV HQ JHQHUDO VH TXHMDQ PiV TXH RWURV \ WDOHV LQGLYLGXRV
FXDQGR HVWiQ LQVDWLVIHFKRV FRQ VX WUDEDMR PXHVWUDQ PHQRU SUREDELOLGDG GH
UHQXQFLDUTXHDTXHOORV TXH WLHQHQXQDGLVSRVLFLyQPiVSRVLWLYDKDFLD OD YLGD
$VtVLGRVWUDEDMDGRUHVUHSRUWDQHOPLVPRQLYHOGHLQVDWLVIDFFLyQHQHOWUDEDMR
HOTXHWLHQHPiVSUREDELOLGDGGHUHQXQFLDUHVDTXHOFRQODPD\RUSUHGLVSRVLFLyQ
DVHQWLUVHIHOL]RVDWLVIHFKRHQJHQHUDO
3DUD ILQDOL]DU GHEHPRV WHQHU HQ FXHQWD TXH OD LQVDWLVIDFFLyQ GHO
HPSOHDGRVHH[SUHVDGHGLYHUVDVIRUPDVODVFXDOHVSRGHPRVPRVWUDUPHGLDQWH
XQJUiILFR

Gráfico 23: RESPUESTAS A LA INSATISFACCIÓN EN EL TRABAJO

Fuente: elaboración propia basada en Robbins, S. P., 1999 pág. 157. 

 6DOLGD LQVDWLVIDFFLyQ GLULJLGD KDFLD HO DEDQGRQR GH OD RUJDQL]DFLyQ
LQFOX\HHOEXVFDUXQDQXHYDSRVLFLyQDVtFRPRWDPELpQODUHQXQFLD
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 ([SUHVLyQ WUDWDU DFWLYD \ FRQVWUXFWLYDPHQWH GH PHMRUDU ODV
FRQGLFLRQHV LQFOX\HQGR OD VXJHUHQFLD GH PHMRUDV OD GLVFXVLyQ GH ORV
SUREOHPDVFRQVXSHULRUHV\DOJXQDVIRUPDVGHDFWLYLGDGVLQGLFDO
 /HDOWDGHVSHUDUGHPDQHUDSDVLYDSHURFRQRSWLPLVPRDTXHPHMRUHQ
ODVFRQGLFLRQHVLQFOX\HKDEODUDIDYRUGHODRUJDQL]DFLyQHQUHVSXHVWDGH
OD FUtWLFD H[WHUQD \ FRQILDU HQ TXH OD RUJDQL]DFLyQ \ VX DGPLQLVWUDFLyQ
³KDFHQORFRUUHFWR´
 1HJOLJHQFLD HVSHUDU SDVLYDPHQWH TXH HPSHRUHQ ODV FRQGLFLRQHV
LQFOX\HQGR HO DXVHQWLVPR FUyQLFR R OD LPSXQWXDOLGDG HO HVIXHU]R
UHGXFLGR\XQDWDVDPD\RUGHHUURU
/RV FRPSRUWDPLHQWRVGH VDOLGD\QHJOLJHQFLD URGHDQQXHVWUDV YDULDEOHV
GH GHVHPSHxR ± SURGXFWLYLGDG DXVHQWLVPR \ URWDFLyQ 3HUR HVWH PRGHOR
H[SDQGH OD UHVSXHVWD GHO HPSOHDGR SDUD LQFOXLU OD H[SUHVLyQ \ OHDOWDG ±ORV
FRPSRUWDPLHQWRV FRQVWUXFWLYRV TXH SHUPLWHQ TXH ORV LQGLYLGXRV WROHUHQ
VLWXDFLRQHVQRSODFHQWHUDVRUHVWDEOHFHUFRQGLFLRQHVGHWUDEDMRVDWLVIDFWRULRV
 
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CAPÍTULO IV: ANÁLISIS Y DESARROLLO DEL 
CASO DE ESTUDIO 

CICLO DE VIDA EMPRESARIAL 

3DUD FRPHQ]DU FRQ OD H[SRVLFLyQ GHO FDVR FUHHPRV TXH HV RSRUWXQR
H[SOLFDU HQ TXp HWDSD GHO FLFOR GH YLGD VH HQFXHQWUD OD FRPSDxtD 7DO FRPR
RFXUUHFRQ ORVVHUHVKXPDQRV ODVHPSUHVDVWUDQVLWDQSRUGLVWLQWDVIDVHVTXH
YDUtDQ VHJ~Q VX DQWLJHGDG H[SHULHQFLD \ DFWLYLGDG FRPHUFLDO (VWH HQIRTXH
GHVFULEH SULQFLSDOPHQWH OD HVWUXFWXUD \ FRPSRUWDPLHQWR RUJDQL]DFLRQDO TXH
SODQWHDODFRPSDxtDDFRUGHDFDGDHWDSDGHOFLFORDQiOLVLVTXHHQFRQMXQWRFRQ
VXVLWXDFLyQDFWXDOORJUDUiHVWDEOHFHUFXiOHVUHDOPHQWHHOSHUtRGRHQHOTXHVH
HVWi GHVDUUROODQGR OD RUJDQL]DFLyQ /RV UHVXOWDGRV VHUYLUiQ FRPR JXtD SDUD
VDEHU GH TXp IRUPD SUHSDUDUVH SDUD HQIUHQWDU ORV GHVDItRV \ DGDSWDUVH D ORV
FDPELRVTXHSODQWHDHOIXWXURFHUFDQR
6DEHPRVTXHHOFLFORGHYLGDGHXQDHPSUHVDQRWLHQHXQODSVRGHWLHPSR
ILMRSDUDFDGDIDVHVLQRTXHVRQDVSHFWRVFXDOLWDWLYRVTXHYDQPRGLILFDQGROD
IRUPDGHJHUHQFLDU\RUJDQL]DU ODVDFWLYLGDGHVTXHGHWHUPLQDQHOSDVRGHXQD
HWDSDDRWUD
 /D HWDSD LQWURGXFFLyQ ± ODQ]DPLHQWR KD FRPHQ]DGR FRQ HO
HPSUHQGLPLHQWRGH/XLVFRPR~QLFRIXQGDGRU\WUDQVFXUUHDODVLJXLHQWH
FRQHOSURFHVRGHLQFRUSRUDFLyQDOQHJRFLRGHOUHVWRGHORVVRFLRV
 'XUDQWHODHWDSDFUHFLPLHQWR±GHVDUUROORVHHVWDEOHFLHURQOtQHDVGH
DXWRULGDGVHGLYLGLHURQODVWDUHDV\VHDVLJQDURQWUDEDMRVGHDFXHUGRD
ODV FDUDFWHUtVWLFDV GHO UHVSRQVDEOH GH FDGD iUHD 3HUR DO FDER GH XQ
WLHPSRHOFUHFLPLHQWR\DXPHQWRGHORVVHUYLFLRVEULQGDGRVDEULySDVRD
XQDQXHYDHWDSD
 (Q HVWD WHUFHUD HWDSD GH PDGXUH] ± FRQVROLGDFLyQ VH IRUPD OD
DGPLQLVWUDFLyQiUHDTXHEULQGDVRSRUWHDOVHFWRURSHUDWLYRSDUDOOHYDUD
FDERHOQHJRFLR6HGLVJUHJDQODVWDUHDVGHORVSXHVWRV\FDGDDFWLYLGDG
WLHQHXQUHVSRQVDEOHFDSDFLWDGRSDUDODFXPSOLUFRQVXODERU6HFRQWUDWD
PiV SHUVRQDO WpFQLFR /D HPSUHVD SRVHH HQWRQFHV XQD HVWUXFWXUD
IXQFLRQDODFRUGHSDUDORJUDUVDWLVIDFHUODGHPDQGD
&RQVLGHUDQGRHODQiOLVLVGHO FLFORGHYLGDGHGXFLPRVTXH5HIULJHUDFLyQ
3HUUL \ $VRFLDGRV 65/ VH HQFXHQWUD HQ OD HWDSD GH PDGXUH] ±
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FRQVROLGDFLyQ/DHPSUHVDKR\HQGtDVHKDDILDQ]DGRHQEDVHDOHVIXHU]R\DO
WUDEDMR FRQVWDQWH TXH SHUPDQHFH GHVGH VXV LQLFLRV SXGLHQGR VXSHUiQGRVH \
HYROXFLRQDUDORODUJRGHVXVSRFRPiVGHDxRVGHWUD\HFWRULD6LQHPEDUJR
D~QQRSXHGHORJUDUXQFUHFLPLHQWRFRQVLGHUDGRGHELGRDTXHSUHVHQWDFLHUWRV
SUREOHPDVGHJHVWLyQTXH OHGLILFXOWDQH LPSLGHQVXGHVDUUROOR\SRQHQHQ
ULHVJRVXFRQWLQXLGDGHQHO FRUWRSOD]R3RURWUDSDUWHGHEHRFXSDUVHGHQR
SHUGHU GH YLVWD ODV HVWUDWHJLDV TXH PDQHMDQ VXV FRPSHWLGRUHV D ILQ GH
PDQWHQHUVXSDUWLFLSDFLyQDFWXDOGHQWURGHOPHUFDGR

PROCESO DEL NEGOCIO 

Mapa de procesos de gestión 
3DUD DYDQ]DU FRQ OD GHVFULSFLyQ GH QXHVWUD LQYHVWLJDFLyQ XQ SXQWR
LPSRUWDQWH HV H[DPLQDU ORV SURFHVRV HYDOXDU HO IXQFLRQDPLHQWR \ ODV
DFWLYLGDGHVTXHGHVDUUROOD ODHPSUHVDFRQHOREMHWLYRGHFHQWUDOL]DUQRVHQ ODV
WDUHDVIXQGDPHQWDOHVTXHKDFHQDOQHJRFLR

Gráfico 24: MAPA DE PROCESOS DE REFRIGERACIÓN PERRI Y ASOCIADOS Y 
S.R.L. 

Fuente: elaboración propia. 

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
3URFHVRVHVWUDWpJLFRV
(VWH WLSR GH SURFHVRV FRUUHVSRQGHQ D OD JHUHQFLD GH OD HPSUHVD /D
GLUHFFLyQHVWUDWpJLFDHVIXQFLyQ\UHVSRQVDELOLGDGGHORVGLUHFWLYRVTXLHQHV
VH HQFDUJDQGH WRPDU ODV GHFLVLRQHVGH ODVGLIHUHQWHV iUHDV (VWHSURFHVR VH
UHGHILQHFRQWLQXDPHQWHDGDSWiQGRVHDORVFDPELRVGHOPHUFDGR\DTXHVH
HVWDEOHFHXQDSODQHDFLyQDQWLFLSDGDGH ODVWDUHDVTXHVHYDQDUHDOL]DUFyPR
VHYDQDOOHYDUDFDER\DTXLpQYDQDDVLJQDUSDUDFRQFOXLUFRQHOWUDEDMR
 'HQWURGH ODHPSUHVDTXLHQVHHQFDUJDSULQFLSDOPHQWHGHHVWHSURFHVR
HVHOIXQGDGRUTXHDOPRPHQWRGHWRPDUGHFLVLRQHVKDFHSDUWtFLSHDOUHVWRGH
ORV VRFLRV 6LQ HPEDUJR FXDQGR VH GHEH OOHYDU D OD SUiFWLFD OD SODQHDFLyQ \
HMHFXFLyQGHOFDPELRQRORJUDQFRQFUHWDUORGHMDQGRVLQHIHFWRODUHGHILQLFLyQ

3URFHVRVIXQGDPHQWDOHV
3RGHPRV REVHUYDU TXH GHQWUR GH ORV SURFHVRV IXQGDPHQWDOHV VH
HQFXHQWUD HO VHUYLFLR GH PDQWHQLPLHQWR HO FXDO RIUHFH D ORV FOLHQWHV
GLIHUHQWHVDERQRVSUHGLFWLYRV\SUHYHQWLYRVFRQFRQWUDWDFLyQVHPHVWUDORDQXDO
HVWDEOHFLHQGRXQD IUHFXHQFLDGHYLVLWDV WpFQLFDV \ WDUHDVGH FRQWURO UXWLQDULDV
TXH FXPSODQ FRQ OD QHFHVLGDG GH FDGD XQR GH HOORV /RV DERQDGRV WLHQHQ
SULRULGDGGHDWHQFLyQ\VH OHVEULQGDXQVHUYLFLRGHXUJHQFLD ODVKRUDVSRU
FXDOTXLHU LPSUHYLVWRTXHRFXUUDHQPiTXLQDVTXHHVWpQDIHFWDGDVDXQD OtQHD
GHSURGXFFLyQ
/D FRPSDxtD FXHQWD FRQ PRYLOLGDG SURSLD TXH OH SHUPLWH WUDQVSRUWDU
DTXHOORV DSDUDWRV \ KHUUDPLHQWDV QHFHVDULDV SDUD JDUDQWL]DU HO ySWLPR
GHVDUUROOR \ FXPSOLPLHQWR GHO VHUYLFLR 7DPELpQ GLVSRQH GH XQ DOPDFpQ GH
LQVXPRV\UHSXHVWRVSDUDODVWDUHDVDVLJQDGDV
$O VHU XQD HPSUHVD GH UHIULJHUDFLyQ LQGXVWULDO HVWi GLUHFWDPHQWH
UHODFLRQDGD D XQ QHJRFLR GHO WLSR ³HVWDFLRQDO´ GRQGH VXV YHQWDV YDUtDQ GH
DFXHUGR DO FOLPD 3RU HVWH PRWLYR HO VHUYLFLR GH DERQRV OH SHUPLWH D OD
FRPSDxtDWHQHUXQLQJUHVRHVWDEOHGXUDQWHWRGRHODxRSDUDKDFHUIUHQWHDORV
FRVWRVILMRV
6HH[SRQHDFRQWLQXDFLyQODFDUWHUDGHFOLHQWHVTXHWLHQHQFRQWUDWDGRHO
VHUYLFLR GH PDQWHQLPLHQWR SUHYHQWLYR GHWDOODQGR OD IDFWXUDFLyQ PHQVXDO GH
FDGDXQRHQWUHHOSHUtRGRGH(QHURD2FWXEUHGH



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Cuadro 3: FACTURACIÓN MENSUAL DE CLIENTES QUE TIENEN CONTRATADO 
EL SERVICIO DE MANTENIMIENTO PREVENTIVO DE REFRIGERACIÓN PERRI Y 
ASOCIADOS S.R.L. PERÍODO ENERO – OCTUBRE 2017
>/Ed^ &dhZ/MEDEdE/D/EdKHKϮϬϭϳĞŶĞͲϭϳ ĨĞďͲϭϳ ŵĂƌͲϭϳ ĂďƌͲϭϳ ŵĂǇͲϭϳ ũƵŶͲϭϳ ũƵůͲϭϳ ĂŐŽͲϭϳ ƐĞƉͲϭϳ ŽĐƚͲϭϳ
ŐƵĂƐĂŶŽŶĞĚĞƌŐĞŶƚŝŶĂ
^͘͘ ϭϬϴϳϬ ϭϬϴϳϬ ϭϬϴϳϬ ϭϬϴϳϬ ϭϬϴϳϬ ϭϯϭϳϭ͕ϵϮ ϭϯϭϳϭ͕ϵϮϭϯϭϳϭ͕ϵϮϭϯϭϳϭ͕ϵϮ ϭϯϭϳϭ͕ϵϮ
ůƚĂWůĄƐƚŝĐĂ^͘͘ ϴϴϯϯ͕ϳϭ ϴϴϯϯ͕ϳϭ ϴϴϯϯ͕ϳϭ ϴϴϯϯ͕ϳϭ Ϭ ϴϴϯϯ͕ϳϭ ϴϴϯϯ͕ϳϭ ϴϴϯϯ͕ϳϭ ϴϴϯϯ͕ϳϭ ϴϴϯϯ͕ϳϭ
ĂƌďƵƌǇŽŵƉĂŶǇ^͘͘ ϭϬϬϬϬ ϭϬϬϬϬ ϭϬϱϬϬ ϭϬϱϬϬ ϭϬϱϬϬ ϭϬϱϬϬ ϭϬϱϬϬ ϭϬϱϬϬ ϭϮϬϬϬ ϭϮϬϬϬ
ĐŽĨŽƌŵĂƐ^͘͘ ϲϱϮϬ ϲϱϮϬ ϴϴϲϯ͕ϲϴ ϴϴϲϯ͕ϲϴ ϴϴϲϯ͕ϲϴ Ϭ Ϭ Ϭ Ϭ Ϭ
ƐƚĂĐŝſŶĚĞ^ĞƌǀŝĐŝŽ
EŽƌƚĞŹĂ^͘Z͘>͘ ϯϴϲϬ ϯϴϲϬ ϯϴϲϬ ϰϰϬϬ͕ϰ ϰϰϬϬ͕ϰ ϰϰϬϬ͕ϰ ϰϰϬϬ͕ϰ ϰϰϬϬ͕ϰ ϰϰϬϬ͕ϰ ϱϭϵϲ͕Ϭϱ
&ŝůŝĞƌĞƐ^͘Z͘>͘ ϴϴϱϬ ϴϴϱϬ ϴϴϱϬ ϴϴϱϬ ϴϴϱϬ ϴϴϱϬ ϴϴϱϬ ϴϴϱϬ ϴϴϱϬ ϭϬϯϵϮ͕Ϭϵ
/W,^͘͘͘/͘&͘ ϴϱϲϬ ϴϱϲϬ ϴϱϲϬ Ϭ Ϭ Ϭ Ϭ Ϭ Ϭ Ϭ
>ĂďŽƌĂƚŝŽƌŝŽƐŝŵĞǆ^͘Z͘>͘ ϭϵϭϬ ϭϵϭϬ ϮϮϬϴ͕ϰϮ ϮϮϬϴ͕ϰϮ ϮϮϬϴ͕ϰϮ ϮϮϬϴ͕ϰϮ ϮϮϬϴ͕ϰϮ ϮϮϬϴ͕ϰϮ ϮϱϰϬ ϮϱϰϬ
DĂƐƚĞƌĨŽŽĚƐƌŐĞŶƚŝŶĂ
>͘d͘͘ ϯϭϱϱϴ͕ϳ ϯϭϱϱϴ͕ϳ ϰϬϳϬϰ͕ϯϱ ϰϬϳϬϰ͕ϯϱ ϰϬϳϬϰ͕ϯϱ ϰϬϳϬϰ͕ϯϱ ϰϬϳϬϰ͕ϯϱϰϬϳϬϰ͕ϯϱϰϬϳϬϰ͕ϯϱ ϰϬϳϬϰ͕ϯϱ
DŽŶƚĞsĞƌĚĞ^͘͘ Ϭ Ϭ Ϭ Ϭ Ϭ Ϯϴ͕ϱϮ Ϭ Ϭ Ϭ Ϭ
EƷĐůĞŽ&ĂƌŵĂ^͘͘ ϲϵϵϳ ϲϵϵϳ ϳϵϳϲ͕ϱϴ ϳϵϳϲ͕ϱϴ ϳϵϳϲ͕ϱϴ ϳϵϳϵ͕ϱϴ ϳϵϳϲ͕ϱϴ ϳϵϳϲ͕ϱϴ ϳϵϳϲ͕ϱϴ ϴϴϲϬ͕Ϭϴ
^ƵƐŚŝƉůĂĐĞ^͘Z͘>͘ Ϯϯϲϱ Ϯϯϲϱ Ϯϯϲϱ Ϯϯϲϱ ϮϮϭϬ ϮϮϭϬ ϮϮϭϬ ϮϮϭϬ Ϭ Ϭ
hW^^^;ƌŐĞŶƚŝŶĂͿ^͘Z͘>͘ ϭϴϴϲϮ͕ϱ ϭϰϬϬϱ͕ϱ ϭϲϰϯϮ͕ϱ ϭϲϰϯϮ͕ϱ ϭϴϴϲϮ͕ϱ ϮϱϮϰϯ͕ϴϴ ϮϱϮϰϯ͕ϴϴ ϮϱϮϰϯ͕ϴϴ Ϯϴϱϯϲ͕ϱϲ Ϯϴϱϯϲ͕ϱϲ
hW^ĚĞƌŐĞŶƚŝŶĂ^͘͘ ϰϬϴϬ ϰϬϴϬ ϰϬϴϬ ϰϬϴϬ ϰϬϴϬ ϱϰϴϳ͕ϴ ϱϰϴϳ͕ϴ ϱϰϴϳ͕ϴ ϱϰϴϳ͕ϴ ϱϰϴϳ͕ϴ
sĞůŝƚĂƐ>ĞWĞƚŝƚ^͘Z͘>͘ ϭϯϱϬ ϭϯϱϬ ϭϵϰϴ͕ϲϮ ϭϵϰϴ͕ϲϮ Ϭ ϭϵϰϴ͕ϲϮ Ϭ ϭϵϰϴ͕ϲϮ Ϭ ϮϮϰϬ
Fuente: elaboración propia. 

ŐƵĂƐĂŶŽŶĞĚĞƌŐĞŶƚŝŶĂ^͘͘ ϭϬϴ
ϳϬ
ϭϬ
ϴϳϬ
ϭϬϴϳ
Ϭ
ϭϬϴ
ϳϬ
ϭϬϴ
ϳϬ ϭ
ůƚĂWůĄƐƚŝĐĂ^͘͘ ϴϴϯ
ϯ͕ϳϭ
ϴϴ
ϯϯ͕ϳϭ
ϴϴϯϯ
͕ϳϭ
ϴϴϯ
ϯ͕ϳϭ
Ϭ
ϯ
ĂƌďƵƌǇŽŵƉĂŶǇ^͘͘ ϭϬϬ
ϬϬ
ϭϬ
ϬϬϬ
ϭϬϱϬ
Ϭ
ϭϬϱ
ϬϬ
ϭϬϱ
ϬϬ ϱ
ĐŽĨŽƌŵĂƐ^͘͘ ϲϱϮ
Ϭ
ϲϱ
ϮϬ
ϴϴϲϯ
͕ϲϴ
ϴϴϲ
ϯ͕ϲϴ
ϴϴϲ
ϯ͕ϲϴ
ƐƚĂĐŝſŶ ĚĞ ^ĞƌǀŝĐŝŽ EŽƌƚĞŹĂ
^͘Z͘>͘
ϯϴϲ
Ϭ
ϯϴ
ϲϬ
ϯϴϲϬ ϰϰϬ
Ϭ͕ϰ
ϰϰϬ
Ϭ͕ϰ Ϭ
&ŝůŝĞƌĞƐ^͘Z͘>͘ ϴϴϱ
Ϭ
ϴϴ
ϱϬ
ϴϴϱϬ ϴϴϱ
Ϭ
ϴϴϱ
Ϭ ϱ
/W,^͘͘͘/͘&͘ ϴϱϲ
Ϭ
ϴϱ
ϲϬ
ϴϱϲϬ Ϭ Ϭ
>ĂďŽƌĂƚŝŽƌŝŽƐŝŵĞǆ^͘Z͘>͘ ϭϵϭ ϭϵ ϮϮϬϴ ϮϮϬ ϮϮϬ



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Ϭ ϭϬ ͕ϰϮ ϴ͕ϰϮ ϴ͕ϰϮ Ϭ
DĂƐƚĞƌĨŽŽĚƐƌŐĞŶƚŝŶĂ>͘d͘͘ ϯϭϱ
ϱϴ͕ϳ
ϯϭ
ϱϱϴ͕ϳ
ϰϬϳϬ
ϰ͕ϯϱ
ϰϬϳ
Ϭϰ͕ϯϱ
ϰϬϳ
Ϭϰ͕ϯϱ ϳ
DŽŶƚĞsĞƌĚĞ^͘͘ Ϭ Ϭ Ϭ Ϭ Ϭ
ϱ
EƷĐůĞŽ&ĂƌŵĂ^͘͘ ϲϵϵ
ϳ
ϲϵ
ϵϳ
ϳϵϳϲ
͕ϱϴ
ϳϵϳ
ϲ͕ϱϴ
ϳϵϳ
ϲ͕ϱϴ ϳ
^ƵƐŚŝƉůĂĐĞ^͘Z͘>͘ Ϯϯϲ
ϱ
Ϯϯ
ϲϱ
Ϯϯϲϱ Ϯϯϲ
ϱ
ϮϮϭ
Ϭ ϭ
hW^^^;ƌŐĞŶƚŝŶĂͿ^͘Z͘>͘ ϭϴϴ
ϲϮ͕ϱ
ϭϰ
ϬϬϱ͕ϱ
ϭϲϰϯ
Ϯ͕ϱ
ϭϲϰ
ϯϮ͕ϱ
ϭϴϴ
ϲϮ͕ϱ Ϯ
hW^ĚĞƌŐĞŶƚŝŶĂ^͘͘ ϰϬϴ
Ϭ
ϰϬ
ϴϬ
ϰϬϴϬ ϰϬϴ
Ϭ
ϰϬϴ
Ϭ ϴ
sĞůŝƚĂƐ>ĞWĞƚŝƚ^͘Z͘>͘ ϭϯϱ
Ϭ
ϭϯ
ϱϬ
ϭϵϰϴ
͕ϲϮ
ϭϵϰ
ϴ͕ϲϮ
Ϭ
ϰ
&RPRSRGHPRVDSUHFLDUHQHOFXDGURORVDERQDGRVIXHURQSUHVHQWDQGR
ODEDMDGHOVHUYLFLRRGLVPLQX\HQGRODIUHFXHQFLDHQHVWH~OWLPRSHUtRGR\DTXH
ORV SHUtRGRV FRQ IDFWXUDFLyQ FHUR UHSUHVHQWDQ ODEDMDR FDPELRGH IUHFXHQFLD
GHOPDQWHQLPLHQWR
2WURGH ORVSURFHVRV IXQGDPHQWDOHVHVHOVHUYLFLRWpFQLFRTXHHVGH
WLSRFRUUHFWLYR\VXUJHGHORVLQIRUPHVUHFDEDGRVGHORVVHUYLFLRVSUHYHQWLYRVR
ELHQSXHGHVXUJLUGHPDQHUDDOHDWRULDSDUDVROXFLRQDULPSUHYLVWRV
'HQWURGHORVSURFHVRVIXQGDPHQWDOHVWDPELpQVHHQFXHQWUDHOVHUYLFLR
GHLQJHQLHUtDHQPiTXLQDVHQGRQGHVHGHVDUUROODQSUR\HFWRVGHLQJHQLHUtD
VREUHPiTXLQDV HQIULDGRUDV GH OtTXLGR TXH VH DGDSWDQ D GLIHUHQWHV SURFHVRV
SURGXFWLYRVGHDFXHUGRDOQHJRFLRGHFDGDFOLHQWH
3URFHVRVGHVRSRUWH
/RV SURFHVRV GH VRSRUWH EULQGDQ D OD RUJDQL]DFLyQ OD FRRUGLQDFLyQ GHO
GHVDUUROOR GH ODV DFWLYLGDGHV LQFOXLGDV HQ ORV SURFHVRV IXQGDPHQWDOHV \
FRQWULEX\HQDOORJURGHORVREMHWLYRVHQWUHODVGLIHUHQWHViUHDV6HHQFDUJDQGH
UHDOL]DUODUHJLVWUDFLyQGLDULDGHODVDFWLYLGDGHVGHODHPSUHVDLQFOX\HQGRWDUHDV
DGPLQLVWUDWLYDVGHOQHJRFLR\GHOSHUVRQDO(OREMHWLYRSULQFLSDOGHHVWDViUHDV
HVSURYHHU WRGRV ORV UHFXUVRV QHFHVDULRV SDUD TXH D SDUWLU GH HOORV ORV
GHPiVVHFWRUHVSXHGDQGHVHPSHxDUVHGHODIRUPDPiVHILFLHQWHSRVLEOH
$VtHVTXHDWUDYpVGHHVWHGLDJUDPDTXHQRVPXHVWUDJUiILFDPHQWHORV
SURFHVRV RUJDQL]DFLRQDOHV GH 5HIULJHUDFLyQ 3HUUL \ $VRFLDGRV 65/
HQWHQGHPRVORHOHPHQWDOGHODEDVHGHOQHJRFLR\GHDFXHUGRDHOORSRGHPRV
HVWXGLDU\IRUPXODUSURSXHVWDVGHPHMRUDV\FRUUHFFLRQHVGHOFLUFXLWR





'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
ANÁLISIS INTERNO 

Aplicación de matriz F.O.D.A. 
3DUDFRQWLQXDUFRQHOGHVDUUROORGH OD LQYHVWLJDFLyQDEDUFDQGRGHVGH OR
JHQHUDODORSDUWLFXODUYDPRVDXWLOL]DUFRPRKHUUDPLHQWDGHHVWXGLRODPDWUL]
)2'$0HGLDQWHHVWHDQiOLVLVSRGUHPRVYLVXDOL]DUFXiOHVVRQODVIRUWDOH]DV\
GHELOLGDGHV TXH WLHQH OD HPSUHVD HQ VX LQWHULRU \ D VX YH] ODV
RSRUWXQLGDGHV \ DPHQD]DV TXH VH OH SUHVHQWDQ GH PDQHUD H[WHUQD 1RV
HQIRFDUHPRVHQ ODVGHELOLGDGHV\DPHQD]DVTXHVRQ ORVDVSHFWRVQHJDWLYRVD
ORVTXHYDDWHQHUTXHHQIUHQWDUVHODRUJDQL]DFLyQ
)RUWDOH]DV
 &RQWDUFRQPiVGHGLH]DxRVGHH[SHULHQFLDHQHOUXEUR
 7HQHUXQDFDUWHUDGHFOLHQWHV UHFRQRFLGRV FRPSDxtDVPXOWLQDFLRQDOHV
LPSXOVDDODUHFRPHQGDFLyQGHOVHUYLFLRORTXHDWUDHQXHYRVFOLHQWHV
 'HVWDFDUVH GH OD FRPSHWHQFLD SRU FRQWDU FRQ WRGD OD GRFXPHQWDFLyQ
UHTXHULGDSDUDFRQFXUVDUHQQXHYRVQHJRFLRV
2SRUWXQLGDGHV
 *UDQGHPDQGDHQHOPHUFDGRQDFLRQDOHLQWHUQDFLRQDO
 &DOLILFDU HQ HQWLGDGHV EDQFDULDV SDUD OD REWHQFLyQ GH SUpVWDPRV GH
FDSLWDOGHWUDEDMRROHDVLQJSDUDDPSOLDUORVDFWLYRVGHODHPSUHVDFRPR
SRUHMHPSORPDTXLQDULDYHKtFXORVPRELOLDULRV
 ([KLELFLyQGHPDTXLQDVHQIULDGRUDVGHDJXD\HTXLSRVGH UHIULJHUDFLyQ
SDUDUHYHQWDHQVKRZURRPSURSLR
'HELOLGDGHV
 /RV HPSOHDGRV GHVFRQRFHQ HO ILQ GH OD RUJDQL]DFLyQ GHELGR D XQD
FRPXQLFDFLyQLQHILFLHQWH
 /D IDOWD \ URWDFLyQ GH ORV UHFXUVRV KXPDQRV JHQHUD DOWRV FRVWRV \
H[WHQVRVWLHPSRVGHVHOHFFLyQ\FDSDFLWDFLyQSDUDORVSXHVWRV
 /DVWDUHDVGHOSHUVRQDOQRHVWiQGHELGDPHQWHGHOLPLWDGDVQLFRQWURODGDV
SRUHOiUHDDOFXDOSHUWHQHFHQ\DVHDGHOVHFWRUWpFQLFRRDGPLQLVWUDWLYR
 1RH[LVWHXQYHQGHGRUDFWLYRTXHEXVTXHQXHYRVDERQDGRV



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 'HPRUDHQODJHVWLyQGHOSURFHVRGHYHQWDFRRUGLQDFLyQGHYLVLWDHQYtR
GHFRWL]DFLyQVHJXLPLHQWRDFHSWDFLyQ\IHFKDGHUHDOL]DFLyQGHOVHUYLFLR
 )DOWDGHLQQRYDFLyQGLIHUHQFLDFLyQ\SRVLFLRQDPLHQWRHQHOPHUFDGR
 /RVVLVWHPDVRSHUDWLYRVVRQREVROHWRV
 /DSiJLQDZHEGHODHPSUHVDDFWXDOPHQWHQRHVWiDFWXDOL]DGD
$PHQD]DV
 7HFQRORJtDVRILVWLFDGDTXHUHHPSODFHODDWHQFLyQGHOVHUYLFLRWpFQLFR
 %DUUHUDV GH LQJUHVR EDMDV OR TXH SHUPLWH OD HQWUDGD D QXHYRV
FRPSHWLGRUHV
 $OWRSRGHUGHQHJRFLDFLyQGHORVFOLHQWHV\SURYHHGRUHVDFWXDOHV
'H DFXHUGR D HVWD GHVFULSFLyQ SXGLPRV HODERUDU XQD WDEOD FRQ OD
SRQGHUDFLyQGHFDGDXQRGHORVHOHPHQWRVGHORVIDFWRUHVLQWHUQRV\H[WHUQRV
 



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Cuadro 4: ANÁLISIS DE FACTORES DE MATRIZ F.O.D.A. DE REFRIGERACIÓN 
PERRI Y ASOCIADOS S.R.L. 

Fuente: elaboración propia. 

/XHJRGHREWHQHU ORV WRWDOHVYROFDPRV ORV UHVXOWDGRVHQ ODPDWUL]TXH
QRV LQGLFD HQ TXp FXDGUDQWH VH HQFXHQWUD OD HPSUHVD KR\ EDMR GLFKDV
FLUFXQVWDQFLDV
 
&/;ŶĄůŝƐŝƐĚĞĨĂĐƚŽƌĞƐŝŶƚĞƌŶŽƐͿ
>/&//ME W^K s>KZWKEZK
&KZd>^
DĄƐĚĞĚŝĞǌĂŹŽƐĚĞĞǆƉĞƌŝĞŶĐŝĂĞŶĞůƌƵďƌŽ͘ ϰϬ Ϭ͕Ϭϲ Ϯ͕ϰ
dĞŶĞƌƵŶĂĐĂƌƚĞƌĂĚĞĐůŝĞŶƚĞƐƌĞĐŽŶŽĐŝĚŽƐŝŵƉƵůƐĂĂůĂƌĞĐŽŵĞŶĚĂĐŝſŶǇĂƚƌĂĞŶƵĞǀŽƐĐůŝĞŶƚĞƐ͘ ϴϬ Ϭ͕ϭϭ ϴ͕ϴ
ĞƐƚĂĐĂƌƐĞƉŽƌĐŽŶƚĂƌĐŽŶůĂĚŽĐƵŵĞŶƚĂĐŝſŶƉĂƌĂĐŽŶĐƵƌƐĂƌĞŶŶƵĞǀŽƐŶĞŐŽĐŝŽƐ͘ ϱϬ Ϭ͕Ϭϳ ϯ͕ϱ
/>/^
ĞƐĐŽŶŽĐŝŵŝĞŶƚŽĚĞůĨŝŶĚĞůĂŽƌŐĂŶŝǌĂĐŝſŶƉŽƌůĂĐŽŵƵŶŝĐĂĐŝſŶŝŶĞĨŝĐŝĞŶƚĞ͘ ϴϬ Ϭ͕ϭϱ ϭϮ
>ĂĨĂůƚĂǇƌŽƚĂĐŝſŶĚĞůŽƐƌĞĐƵƌƐŽƐŐĞŶĞƌĂĂůƚŽƐĐŽƐƚŽƐǇƉĠƌĚŝĚĂĚĞƚŝĞŵƉŽĞŶƐĞůĞĐĐŝſŶǇĐĂƉĂĐŝƚĂĐŝſŶ͘ ϲϬ Ϭ͕ϭϯ ϳ͕ϴ
>ĂƐƚĂƌĞĂƐĚĞůŽƐƉƵĞƐƚŽƐŶŽĞƐƚĄŶĚĞďŝĚĂŵĞŶƚĞĚĞůŝŵŝƚĂĚĂƐŶŝĐŽŶƚƌŽůĂĚĂƐǇƌĞĚƵĐĞŶůĂŵŽƚŝǀĂĐŝſŶ͘ ϰϱ Ϭ͕Ϭϵ ϰ͕Ϭϱ
EŽĞǆŝƐƚĞƵŶǀĞŶĚĞĚŽƌĂĐƚŝǀŽƋƵĞďƵƐƋƵĞŶƵĞǀŽƐĂďŽŶĂĚŽƐ͘ ϳϬ Ϭ͕ϭϰ ϵ͕ϴ
ĞŵŽƌĂĞŶƚŽĚĂůĂŐĞƐƚŝſŶĚĞůƉƌŽĐĞƐŽĚĞǀĞŶƚĂ͘ ϯϱ Ϭ͕ϭ ϯ͕ϱ
&ĂůƚĂĚĞŝŶŶŽǀĂĐŝſŶ͕ĚŝĨĞƌĞŶĐŝĂĐŝſŶǇƉŽƐŝĐŝŽŶĂŵŝĞŶƚŽĞŶĞůŵĞƌĐĂĚŽ͘ ϰϬ Ϭ͕Ϭϲ Ϯ͕ϰ
>ŽƐƐŝƐƚĞŵĂƐŽƉĞƌĂƚŝǀŽƐƋƵĞĚĂƌŽŶŽďƐŽůĞƚŽƐ͘ ϯϱ Ϭ͕Ϭϱ ϭ͕ϳϱ
>ĂƉĄŐŝŶĂǁĞďĚĞůĂĞŵƉƌĞƐĂŶŽĞƐƚĄĂĐƚƵĂůŝǌĂĚĂ͘ ϭϱ Ϭ͕Ϭϰ Ϭ͕ϲ
dKd> ϭ ϱϲ͕ϲ
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'ƌĂŶĚĞŵĂŶĚĂĞŶĞůŵĞƌĐĂĚŽŶĂĐŝŽŶĂůĞŝŶƚĞƌŶĂĐŝŽŶĂů͘ ϰϱ Ϭ͕ϮϮ ϵ͕ϵ
ĂůŝĨŝĐĂĐŝſŶĞŶĞŶƚŝĚĂĚĞƐďĂŶĐĂƌŝĂƐƉĂƌĂůĂŽďƚĞŶĐŝſŶĚĞƉƌĠƐƚĂŵŽƐ͘ ϮϬ Ϭ͕ϭϮ Ϯ͕ϰ
ǆŚŝďŝĐŝſŶĚĞŵĂƋƵŝŶĂƐĞƐƚĄŶĚĂƌĞŶƐŚŽǁƌŽŽŵ͘ ϭϱ Ϭ͕ϭϱ Ϯ͕Ϯϱ
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E^
dĞĐŶŽůŽŐşĂƐŽĨŝƐƚŝĐĂĚĂƋƵĞƌĞĞŵƉůĂĐĞůĂĂƚĞŶĐŝſŶĚĞůƐĞƌǀŝĐŝŽƚĠĐŶŝĐŽ͘ ϲϬ Ϭ͕Ϯϯ ϭϯ͕ϴ
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Gráfico 25: MATRIZ F.O.D.A. DE REFRIGERACIÓN PERRI Y ASOCIADOS S.R.L.

Fuente: elaboración propia. 

&RPR VH SXHGH REVHUYDU 5HIULJHUDFLyQ 3HUUL \ $VRFLDGRV 65/ VH
SRVLFLRQDEDMRHOFXDGUDQWH³)$´(VWHLQGLFDGRUVLJQLILFDTXHDSHVDUGHFRQWDU
FRQIRUWDOH]DVTXHSRQGHUDGDVWLHQHQPD\RUSHVRUHODWLYRTXHODVGHELOLGDGHV
ODVDPHQD]DVGHOVHFWRUH[WHUQROHUHSUHVHQWDQXQULHVJRDOFXDOGHEHQDIURQWDU
LQHOXGLEOHPHQWH/RJUDUXQFRPSURPLVRXQLILFDGRHQWRGRVORVVHFWRUHV
FRQOOHYDUtD D XQ IRUWDOHFLPLHQWR RUJDQL]DFLRQDO TXH FRQWULEXLUtD D
PLWLJDUHOULHVJR\DODGLVPLQXFLyQGHODLQFHUWLGXPEUH
Problemáticas pasadas, consecuencias actuales 
(Q HVWD LQVWDQFLD SURFHGHPRV D SURIXQGL]DU ORV SUREOHPDV TXH
GHWDOODPRVFRPRGHELOLGDGHVGHODHPSUHVD
'HWHFWDPRV TXH HO SXQWR FODYH TXH DIHFWy QHJDWLYDPHQWH D WRGD OD
RUJDQL]DFLyQ VH SURGXMR GXUDQWH HO SURFHVR GH UHVWUXFWXUDFLyQ HPSUHVDULDO


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FXDQGRVHVHQWDURQODVEDVHVGHODHPSUHVDSDUDOOHJDUDIRUPDUODHVWUXFWXUD
DFWXDO (VWR VH SURGXMR GHELGR D TXH HO IXQGDGRU QR WXYR HQ FXHQWD OD
UHOHYDQFLD GH OD FRPXQLFDFLyQ \ WUDQVPLVLyQ GH ORV YDORUHV FXOWXUD
HVWUDWHJLDPLVLyQ\YLVLyQRUJDQL]DFLRQDO
(QSDUDOHOR GXUDQWHHO SURFHVRGH IRUPDFLyQGH ODViUHDV ODV WDUHDV
QR IXHURQ GHOLPLWDGDV GHELGDPHQWH \D TXH QR VH GHWDOODURQ ODV
SULRULGDGHVORVSURFHGLPLHQWRV\FRQWUROHVGHFDGDVHFWRUHMHVIXQGDPHQWDOHV
SDUD HO EXHQ IXQFLRQDPLHQWR GHO FLUFXLWR 'LFKD VLWXDFLyQ WXYR XQD LQIOXHQFLD
PHUDPHQWHQHJDWLYDSDUDWRGRV ORV LQWHJUDQWHVGH ODRUJDQL]DFLyQTXHVHYLR
UHIOHMDGD HQ VLWXDFLRQHV WDOHV FRPR OD VXSHUSRVLFLyQ HQWUH ODV ODERUHV OD
GHPRUDHQODJHVWLyQGHOVHUYLFLRHLQFOXVRHQXQVHQWLPLHQWRGHGHVPRWLYDFLyQ
SDUDORVHPSOHDGRV
/DHPSUHVDIXQFLRQDVLQFRQWDUFRQXQiUHDFRPHUFLDOODFDUWHUD
GHFOLHQWHVIXHIRUPiQGRVHSRUUHFRPHQGDFLyQ\H[SHULHQFLDGHOIXQGDGRUGHOD
HPSUHVD'DGRTXHpOPLVPROOHYDDFDERHVWDJHVWLyQQRGLVSRQHGHWLHPSR
SDUDJHQHUDUQXHYRVFOLHQWHV
6HJ~Q QXHVWUD REVHUYDFLyQ ORV REMHWLYRV FXDQWLWDWLYRV HVWiQ GHILQLGRV
SHURVyORHOIXQGDGRUORVFRQRFHHQGHWDOOH\DOQRFRQWDUFRQXQVLVWHPD
GH FRQWURO SHULyGLFR VREUH ODV RSHUDFLRQHV UHDOL]DGDV LPSLGH DQDOL]DU \
FRPSDUDU VL HIHFWLYDPHQWH VH FXPSOH R QR FRQ OR GHVHDGR %DMR HVWDV
FLUFXQVWDQFLDV DO iUHD GLUHFWLYD OH UHVXOWD FRPSOHMD OD WRPD GH GHFLVLRQHV HQ
FXDQWR D SRGHU SODQLILFDU \ HMHFXWDU DFFLRQHV GH FRQWLQJHQFLD FXDQGR VXUMDQ
GHVYtRV
/DRUJDQL]DFLyQQRWLHQHGHILQLGDVODVHVWUDWHJLDVDODUJRSOD]RTXH
HVSHFLILTXHQ OD GLUHFFLyQ \ HO DOFDQFH SDUD OOHYDU D FDER HO QHJRFLR 1R KD\
OLGHUD]JR HQ FRVWRV QL GLIHUHQFLDFLyQ QL WDPSRFR XQ QLFKR HVSHFtILFR GH
PHUFDGRHQHOFXDOVHHVSHFLDOLFHSDUDGHWHUPLQDUVLWLHQHQDOJXQDHVWUDWHJLDGH
HQIRTXH([LVWHXQGHVHRGHOIXQGDGRUGHTXHODHPSUHVDVHDUHFRQRFLGDSRUOD
FDOLGDGSHURHVWHFRQFHSWRQRHVWiOOHYDGRDODSUiFWLFDHQODVODERUHVGLDULDVGH
ODRUJDQL]DFLyQSRUORTXHWDPSRFRSRGHPRVDILUPDUTXHWLHQHXQDSROtWLFDGH
FDOLGDGWRWDO
'HDFXHUGRDODHQWUHYLVWDUHDOL]DGDDOJHUHQWHQRWDPRVTXHODHPSUHVD
SRVHHXQJUDQSRWHQFLDOGHFUHFLPLHQWRSHURQRHVWi VLHQGRDFRPSDxDGRGH
XQGHVDUUROORDFRUGHHQFXDQWRD ODJHVWLyQGHOQHJRFLR\DODSURYHFKDPLHQWR
GHORVUHFXUVRVTXHIRUPDQSDUWHGHODRSHUDWRULDFRWLGLDQD
&RQWLQXDQGRFRQHODYDQFHGHHVWDLQYHVWLJDFLyQFRQVLGHUDPRVRSRUWXQR
QDUUDUHQIRUPDH[SOtFLWDORVSUREOHPDVTXHVXUJHQHQODVGLVWLQWDViUHDVGHOD
HPSUHVD6HGHVFULELUiQH[SHULHQFLDVUHDOHVTXHVXFHGHQHQODDFWLYLGDGGLDULD
GHFDGDVHFWRU
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Suceso 1: Área operativa técnica 
(QORV~OWLPRVPHVHVHOJHUHQWHGHODILUPDKDEtDUHFLELGRUHFODPRVSRU
GLVFRQIRUPLGDGFRQHOVHUYLFLRGHPDQWHQLPLHQWRTXHVHSUHVWDEDQHQDOJXQDV
HPSUHVDV'DGDHVWDVLWXDFLyQGHFLGLyOOHYDUDFDERXQDDXGLWRUtDDOHDWRULDHQ
ODSODQWDGHXQRGHVXVFOLHQWHVTXHWHQtDDVLJQDGDODYLVLWDGHPDQWHQLPLHQWR
SUHYHQWLYR(OREMHWLYRGHHVWDYLVLWDHUDFRQWURODUHOHVWDGRGHORVHTXLSRV\HO
FXPSOLPLHQWRGHODVWDUHDVDVLJQDGDVDOWpFQLFRHQODKRMDGHUXWD
(O KRUDULR GH OD DXGLWRUtD FRPHQ]y FRQ OD OOHJDGD D OD SODQWD D ODV 
DPHVGHFLUDPLWDGGHODMRUQDGDODERUDO
(Q SULPHUD LQVWDQFLD VH UHOHYy HO KRUDULR GH DGPLVLyQ GHO WpFQLFR \ VH
FRQVWDWyTXHHOHPSOHDGRLQJUHVyDKRUDULRDP/XHJRVHLQVSHFFLRQy
HOYHKtFXORGHORSHUDULR\VHREVHUYyTXHFHUFDGHOPHGLRGtDD~QHVWDEDQHQ
VXLQWHULRUWRGDVODVKHUUDPLHQWDVTXHGHEtDXWLOL]DUSDUDUHDOL]DUHOVHUYLFLR
$ FRQWLQXDFLyQ VH FRQVXOWy GH PDQHUD WHOHIyQLFD DO VXSHUYLVRU GHO
WpFQLFRFXiOHVHUDQORVHTXLSRVDVLJQDGRVHQODKRMDGHUXWDSDUDLGHQWLILFDUHQ
TXpiUHDSRGtDXELFDUOR3RVWHULRUPHQWHVHUHJLVWUyHQHOVLJXLHQWHFRQWUROGH
LQJUHVRDODSODQWD\YHULILFyTXHWRGDYtDHOWpFQLFRQRKDEtDLQJUHVDGRDOVHFWRU
FRUUHVSRQGLHQWH &RQ OR FXDO RSWy SRU VROLFLWDU D OD VHJXULGDG GHO OXJDU OD
UHYLVLyQGHODVFiPDUDVSDUDORFDOL]DUDOHPSOHDGR
)LQDOPHQWHHQFRQWUyDOHPSOHDGRHQ OD]RQDGHOFRPHGRU7UDVSHGLUOH
H[SOLFDFLRQHV VREUH ODV WDUHDV TXH D~Q QR KDEtD FRPHQ]DGR IXHURQ MXQWRV D
UHYLVDUORVHTXLSRVDWHQGLGRVHQORV~OWLPRVWUHVPHVHV\FRPSUREyTXHQRVH
HQFRQWUDEDQHQODVFRQGLFLRQHVySWLPDVGHIXQFLRQDPLHQWR
Suceso 2: Área administrativa 
(QEDVHDORVUHJLVWURVGHORV~OWLPRVVHLVDxRVGHOHJDMRVGHOSHUVRQDOH
LQIRUPHVGHOVLVWHPD\DORVDOHJDWRVEULQGDGRVSRUHOVHFWRUDGPLQLVWUDWLYRVH
SXGRLGHQWLILFDUXQDHOHYDGDURWDFLyQGHOSHUVRQDO
&DGD YH] TXH XQ HPSOHDGR WRPD OD GHFLVLyQ GH GHVYLQFXODUVH HO
HQFDUJDGRGHO VHFWRU FRQVXOWDHOPRWLYRSRUHO FXDO OOHJDD WRPDU ODGHFLVLyQ
/DVSULQFLSDOHVFDXVDVTXHJHQHUDQODURWDFLyQVRQODVVLJXLHQWHV
 (VWDQFDPLHQWR HQ HO SXHVWR VH VLHQWHQ FDQVDGRV GH UHDOL]DU WDUHDV
UXWLQDULDV
 /RVHPSOHDGRVVHYHQDWUDtGRVSRUSURSXHVWDVODERUDOHVGHILUPDVFRQXQ
PD\RU SUHVWLJLR HQ VX PD\RUtD PXOWLQDFLRQDOHV TXH RIUHFHQ RWURV
EHQHILFLRV\VHUYLFLRV




'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
 3UREOHPDVHQODFRPXQLFDFLyQ\GLVWULEXFLyQGHODVWDUHDVVHOHDVLJQD\
VH ORFDSDFLWDSDUDXQGHWHUPLQDGRSXHVWR\FXDQGRVXUJH ODXUJHQFLD
HQ DOJ~Q FOLHQWH GHEH SRGHU VDEHU UHVROYHUOD FRQ VRSRUWH WHOHIyQLFR GH
XQVXSHUYLVRU
 )DOWDGHPRWLYDFLyQ\WUDEDMRHQHTXLSRSDUDHOORJURGHREMHWLYRV
 1RH[LVWHXQUHFRQRFLPLHQWRGHOGHVHPSHxR
 3RFDFUHDWLYLGDG\PRWLYDFLyQSRUSDUWHGHODFRQGXFFLyQGHODHPSUHVD
6HJ~Q OD LQIRUPDFLyQ REWHQLGD SRGHPRV GHWDOODU HO WLHPSR GH
SHUPDQHQFLDGHORVHPSOHDGRVGHDFXHUGRDFDGDVHFWRU

Cuadro 5: PERMANENCIA DE LOS EMPLEADOS DE REFRIGERACIÓN PERRI Y 
ASOCIADOS S.R.L. DE 2005 A 2017
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ĂŶŝĞůƌĂƵũŽ ĚŵŝŶŝƐƚƌĂƚŝǀŽ ϬϭͬϬϮͬϮϬϬϱ Ͳ ϭϲϯŵĞƐĞƐ
KƐǀĂůĚŽDŽůŝŶĂ dĠĐŶŝĐŽ ϬϭͬϬϵͬϮϬϬϱ Ͳ ϭϱϲŵĞƐĞƐ
<ĂƌĞŶΖŵĂƌŝŽ ĚŵŝŶŝƐƚƌĂƚŝǀŽ ϬϭͬϬϲͬϮϬϭϬ Ͳ ϵϵŵĞƐĞƐ
ŐƵƐƚşŶ^ŽůĂŶŽ dĠĐŶŝĐŽ ϬϭͬϭϭͬϮϬϭϬ Ͳ ϵϰŵĞƐĞƐ
DĂƚşĂƐ/ďĂŹĞǌ dĠĐŶŝĐŽ ϬϭͬϬϭͬϮϬϭϮ ϬϰͬϬϯͬϮϬϭϮ ϯŵĞƐĞƐ
>ƵŝƐ^ĞƌƌĂŶŽ dĠĐŶŝĐŽ ϬϭͬϬϮͬϮϬϭϮ ϯϬͬϬϰͬϮϬϭϮ ϯŵĞƐĞƐ
&ĞƌŶĂŶĚŽĂǀĂůůŽƚƚŝ dĠĐŶŝĐŽ ϬϭͬϬϮͬϮϬϭϮ ϭϳͬϬϭͬϮϬϭϯ ϭϭŵĞƐĞƐ
ƌŝĂŶ^Ğƌŝ dĠĐŶŝĐŽ ϬϭͬϭϭͬϮϬϭϮ ϬϴͬϬϭͬϮϬϭϯ ϮŵĞƐĞƐ
:ŽŶĂƚŚĂŶDŽůŝŶĂ dĠĐŶŝĐŽ ϬϭͬϭϮͬϮϬϭϭ ϯϭͬϭϬͬϮϬϭϮ ϭϭŵĞƐĞƐ
^ĂďƌŝŶĂůŽĞ ĚŵŝŶŝƐƚƌĂƚŝǀŽ ϬϮͬϬϭͬϮϬϭϯ ϭϱͬϬϰͬϮϬϭϯ ϯŵĞƐĞƐ
ůĂŶŶĐŝŶĂ dĠĐŶŝĐŽ ϬϰͬϬϮͬϮϬϭϯ ϯϭͬϭϬͬϮϬϭϯ ϵŵĞƐĞƐ
^ƚĞĨĂŶŝĞ^ĐŚǁĂƌŬŽƉĨ ĚŵŝŶŝƐƚƌĂƚŝǀŽ ϭϴͬϬϮͬϮϬϭϯ ϯϬͬϭϭͬϮϬϭϯ ϵŵĞƐĞƐ
WĂďůŽDĂƌŝŶŽ dĠĐŶŝĐŽ ϬϰͬϬϮͬϮϬϭϯ ϬϮͬϬϭͬϮϬϭϰ ϭϭŵĞƐĞƐ
>ĞĂŶĚƌŽ>ſƉĞǌ dĠĐŶŝĐŽ ϬϭͬϬϯͬϮϬϭϯ Ͳ ϲϲŵĞƐĞƐ
EŝĐŽůĂƐdĂŶƚŝ dĠĐŶŝĐŽ ϬϭͬϬϯͬϮϬϭϯ Ͳ ϲϲŵĞƐĞƐ
zƵĚŝƚĂƌƌŝŽŶƵĞǀŽ ĚŵŝŶŝƐƚƌĂƚŝǀŽ ϬϮͬϬϱͬϮϬϭϯ ϬϮͬϬϳͬϮϬϭϯ ϮŵĞƐĞƐ
'ŝƐĞůůĂŐƵŝůĂƌ ĚŵŝŶŝƐƚƌĂƚŝǀŽ ϬϮͬϬϱͬϮϬϭϯ ϯϭͬϬϳͬϮϬϭϯ ϯŵĞƐĞƐ
tĂůƚĞƌDĂƐƐĂ dĠĐŶŝĐŽ ϬϭͬϬϱͬϮϬϭϰ ϯϭͬϬϳͬϮϬϭϰ ϯŵĞƐĞƐ
DĂǆŝŵŝůŝĂŶŽĂŶƚĞƌŽ dĠĐŶŝĐŽ ϬϭͬϬϲͬϮϬϭϰ Ͳ ϱϭŵĞƐĞƐ
DĂƚşĂƐ'ſŵĞǌ dĠĐŶŝĐŽ ϬϭͬϬϴͬϮϬϭϰ ϯϭͬϭϬͬϮϬϭϰ ϯŵĞƐĞƐ
&ůŽƌĞŶĐŝĂ^ĐŽƚƚŝ ĚŵŝŶŝƐƚƌĂƚŝǀŽ ϬϭͬϬϲͬϮϬϭϱ Ͳ ϯϵŵĞƐĞƐ
DĂƚşĂƐtŝƐŶĞƌ dĠĐŶŝĐŽ ϮϲͬϭϬͬϮϬϭϱ Ͳ ϯϱŵĞƐĞƐ

Fuente: elaboración propia. 
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'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
'HDFXHUGRD OD LQIRUPDFLyQYROFDGDHQHOFXDGURDUPDPRVXQJUDILFR
TXHVLPSOLILFDORVGDWRVGHURWDFLyQGHOSHUVRQDOGHODHPSUHVD

Gráfico 26: PERMANENCIA DE LOS EMPLEADOS DE REFRIGERACIÓN PERRI Y 
ASOCIADOS S.R.L. DE 2005 A 2017

Fuente: elaboración propia. 

/D URWDFLyQ GHO SHUVRQDO GH 5HIULJHUDFLyQ 3HUUL HV YROXQWDULD ORV
HPSOHDGRV HOLJHQ UHQXQFLDU D OD ILUPD $ SHVDU GH TXH OD HPSUHVD OHV
RIUH]FDXQDPHMRUDVDODULDOORVHPSOHDGRVEXVFDQRWURWLSRGHEHQHILFLRV
(O LPSDFWR GH HVWD URWDFLyQ JHQHUD GLILFXOWDGHV HQ HO GHVDUUROOR GH OD
DFWLYLGDG GH OD HPSUHVD \D TXH DQWH OD XUJHQFLD GH FXEULU XQ SXHVWR ORV
SURFHGLPLHQWRVGHVHOHFFLyQFDSDFLWDFLyQVHJXLPLHQWR\FRQWUROGHOSHUVRQDO
TXHUHTXLHUHQGHWLHPSR\GHGLFDFLyQQRVH OOHYDQDFDERGHIRUPDFRUUHFWD
(VWR WDPELpQ SXHGH JHQHUDU FLHUWD GHVFRQILDQ]D SRU SDUWH GH FOLHQWHV \
SURYHHGRUHV TXH SHUFLEHQ OD IDOWD GH FRQVWDQFLD GH ORV HPSOHDGRV HQ OD
HPSUHVD
(OGHVDItRTXHHQIUHQWDQWRGDVODVRUJDQL]DFLRQHVHVODPHMRUDFRQWLQXD
GHO SHUVRQDO GH PDQHUD LQWHJUDO FRQ HO REMHWLYR GH DOFDQ]DU XQD JHVWLyQ
HILFLHQWH3DUDHOORODJHUHQFLDGHEHHVWDUGLVSXHVWDDDFHSWDU\DDGDSWDUVHD
ORVFDPELRVTXHVXUJHQGH ODVH[LJHQFLDVGHOPHUFDGR(VDVtTXHQRSXHGHQ
PDQWHQHUVH DO PDUJHQ \ GHEHQ SRQHU HQ SUiFWLFD WpFQLFDV SDUD TXH VXV
UHFXUVRV KXPDQRV VHDQ DGPLQLVWUDGRV FRUUHFWDPHQWH \ VX YH] JHQHUDU ORV
PHGLRVQHFHVDULRVSDUDPHGLUODVDWLVIDFFLyQDWUDYpVGHODSDUWLFLSDFLyQDFWLYD
GHOSHUVRQDOFRPRIRUPDGHLQVSLUDUVXPRWLYDFLyQ
0 - 6 meses
7 -12 meses
13 - 36 meses
37 meses o más
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'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
CAPÍTULO V: ETAPA FINAL  

DIAGNÓSTICO 

(OIXQGDGRUWLHQHHOGHVHRGHKDFHUFUHFHUVXQHJRFLRFXHQWDFRQLGHDV
FODUDV \ HVWi FRQYHQFLGR TXH WpFQLFDPHQWH HV FRPSHWLWLYR SDUD DIURQWDU
FXDOTXLHUGHVDItRTXHVHOHSUHVHQWHHQHOUXEURGHODLQGXVWULD
 /RV VRFLRV \ ORV HPSOHDGRV TXH IRUPDQ SDUWH GH VX HVWUXFWXUD
DFRPSDxDQVXGHVDUUROORSHURQRSDUWLFLSDQDFWLYDPHQWHVREUHODPLVLyQYLVLyQ
\REMHWLYRVTXHH[SUHVDHOIXQGDGRU³VDEHORTXHTXLHUHORJUDUSHUROHFXHVWD
OOHYDUORDODSUiFWLFD´1RWLHQHQXQDHVWUDWHJLDGHILQLGD\HVWiQWUDQVLWDQGRXQD
HWDSDGLItFLOHQFXDQWRDPDQHMRGHOSHUVRQDO\ODJHVWLyQ
(VWR HV VLQ GXGDV XQD GH ODV FRQVHFXHQFLDV GH ODGHILFLHQFLD HQ OD
FRPXQLFDFLyQGHVGHHOVHFWRUHMHFXWLYRKDFLDHOUHVWRGHODViUHDVTXHQDFH
HQORVLQLFLRVGHODRUJDQL]DFLyQ\VHH[WLHQGHKDVWDODDFWXDOLGDG
3RURWUDSDUWHVHH[DPLQyODLQIRUPDFLyQREWHQLGDHQODHPSUHVDDFHUFD
GH OD IDFWXUDFLyQ \ VX LPSDFWR QHJDWLYR HQ ODV YHQWDV GHO ~OWLPR SHULRGR 6H
GHWHFWy HQ SULPHU OXJDU XQD IDOWD HQ OD DWHQFLyQ D ODV QHFHVLGDGHV GH ORV
FOLHQWHVTXHVHUHIOHMDQHQTXHMDVSRUQRSRGHUFXEULUFRQVXVH[SHFWDWLYDVHQ
FXDQWR D ORV VHUYLFLRV UHFLELGRV QR H[LVWHQ SDUiPHWURV GH HYDOXDFLyQ \
FRQWURO TXH GHWHUPLQHQ OD VDWLVIDFFLyQ GHO FOLHQWH \ OD JHVWLyQ GHO WUDEDMR
KHFKDSRUSDUWHGHODHPSUHVD2SHUDQFRQXQVLVWHPDRSHUDWLYRREVROHWR
TXH QR SHUPLWH UHJLVWUDU ORV SURFHVRV FRPSOHWRV GH OD JHVWLyQ GLDULD QL HO
WLHPSRTXHUHTXLHUHFDGDVHUYLFLR ORTXHLPSLGHODSRVLELOLGDGGHUHDOL]DUXQD
PHGLFLyQ \KDFHU XQ DQiOLVLV (Q VHJXQGR OXJDU VHSXGR DSUHFLDU TXHQRVH
OOHYDQDFDERQLQJ~QWLSRGHDFFLRQHVHVWUDWpJLFDVSDUD ORJUDUDWUDHUDO
UHVWRGHODGHPDQGDTXHH[LVWHHQHOPHUFDGR
(Q ~OWLPD LQVWDQFLD UHFRQRFHPRV TXH PiV DOOi GH WHQHU GHILQLGR XQ
RUJDQLJUDPD OD RUJDQL]DFLyQ KD DGRSWDGR GH PDQHUD LQYROXQWDULD XQD
HVWUXFWXUD LQIRUPDO FDVXDO R SRU QHFHVLGDG %DMR HVWDV FRQGLFLRQHV HO
FDSLWDO KXPDQR WUDEDMD VLQ WHQHU HQ FODUR OD GLYLVLyQ GH WDUHDV TXH D VX YH]
WLHQGHQ D VXSHUSRQHUVH \ QR VRQ FRQWURODGDV SRU OD GLUHFFLyQ (VWH FRQWH[WR
JHQHUDXQDVHQVDFLyQGHDJRWDPLHQWR\GHVDQLPRHQHODPELHQWHODERUDO
DPHGLDQR SOD]R TXH VH WUDGXFH HQGHVPRWLYDFLyQSRU SDUWHSHUVRQDO \
SRVWHULRUPHQWHHQVXGHVYLQFXODFLyQGHODHPSUHVD&RPRFRQVHFXHQFLDH[LVWH
XQ DOWR tQGLFH GH URWDFLyQ TXH DIHFWD GH IRUPD GLUHFWD D ORV FRVWRV
RUJDQL]DFLRQDOHV
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
3\0(V(QWUHODWHRUtD\ODSUiFWLFD
/D HPSUHVD FXHQWD FRQ SRWHQFLDO GH FUHFLPLHQWR SHUR VXV EDVHV VH
HQFXHQWUDQGpELOHVSDUDIRPHQWDUXQFDPELRHQODJHVWLyQHPSUHVDULDOTXH
SHUPLWDHOGHVDUUROORGHORVUHFXUVRVHQHOWLHPSR

PROPUESTA N° 1: INTERNA 

Implementar un cambio organizacional  
&XDQGR ORV GLUHFWLYRV GH OD RUJDQL]DFLyQ UHFRQRFHQ TXH H[LVWHQ
GHELOLGDGHV TXH DIHFWDQ D ORV UHVXOWDGRV GHEHQ HVWDU FRQYHQFLGRV GH OD
QHFHVLGDG GH OOHYDU D FDER XQ FDPELR \ FRQWDU FRQ HO DSR\R GH WRGRV ORV
LQWHJUDQWHV(VWHSURFHVRQRHVIiFLO\DTXHVLHPSUHKDEUiDOJRTXHOREORTXHH
RTXHVHUHVLVWDDFDPELDU(VGHHVSHUDUTXHVHSUHVHQWHQUHDFFLRQHVJUXSDOHV
DQWH HO FDPELR GDGR D OD DGKHUHQFLD TXH SUHVHQWDQ DOJXQRV LQGLYLGXRV D
SRVWXUDVSUHGRPLQDQWHVHQVXJUXSRGHWUDEDMRSRUORTXHHVWHDVSHFWRGHEH
VHUHQWHQGLGR\PDQHMDGRSRUORVGLULJHQWHV
(V SUHFLVR GHVWDFDU OD LPSRUWDQFLD UHVSHFWR GH DGRSWDU GXUDQWH HVWH
WUDQVFXUVR XQ HQIRTXH VLVWpPLFR \D VHD TXH VH WUDWH GH XQ SURFHVR GH
FDPELR GH OD RUJDQL]DFLyQ WRPDGD FRPRXQ FRQMXQWR R GH XQ VHFWRU GH HOOD
7HQHUHQFXHQWDVLHPSUHTXHFXDOTXLHUDOWHUDFLyQHQXQiUHDYDDUHSHUFXWLUHQ
WRGDVODVGHPiV
Etapas del proceso de cambio 
(VWHSURFHVRGHFDPELRFRPSUHQGHGRVHWDSDV
 (OUHOHYDPLHQWR\HOGLDJQRVWLFRGHORVHOHPHQWRVSHUWLQHQWHVHQ
FXDQWRDVLWXDFLyQDFWXDOLQFOX\HQGRORVULHVJRVDIXWXUR
 (OGLVHxR\ODLPSOHPHQWDFLyQGHOFDPELRSHUVHJXLGR
(O SURGXFWR GH OD HWDSD GH UHOHYDPLHQWR \ GLDJQyVWLFR HV OD
HVSHFLILFDFLyQ GH OD EUHFKD HQWUH OD VLWXDFLyQ DFWXDO \ OD VLWXDFLyQ GHVHDGD
'XUDQWH HVWH SHUtRGR FDEH MX]JDU VL ORV HOHPHQWRV H[DPLQDGRV UHVSRQGHQ D
GHWHUPLQDGRVDWULEXWRVSRUHMHPSORVL ORVSURFHVRVRSHUDWLYRVVRQHILFDFHV\
HILFLHQWHV < HQ HVWH VHQWLGR VL XQD SDUWH LPSRUWDQWH GH ORV DWULEXWRV
SHUVHJXLGRVDSXQWDDODFRKHUHQFLDHQWUHXQHOHPHQWR\RWURSRUHMHPSORVLOD
HVWUXFWXUDHVWiDOLQHDGDFRQODHVWUDWHJLDVLODHYDOXDFLyQGHOGHVHPSHxRHVWi
LQWHJUDGDFRQHOPRGHORGHFRPSHWHQFLDV\FRQHOSODQHDPLHQWR\FRQWUROGHODV
RSHUDFLRQHV HQWUH RWURV (VWRV SODQWHRV FRPLHQ]DQ FRQHO H[DPHQGH FLHUWRV
HOHPHQWRVSHUROOHYDQDH[SDQGLUODHYDOXDFLyQKDFLDRWURV

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
3\0(V(QWUHODWHRUtD\ODSUiFWLFD
/DHWDSDVLJXLHQWHGHOGLVHxRHLPSOHPHQWDFLyQHVWDEOHFHHOFDPLQR
QHFHVDULRSDUDVXSHUDUODEUHFKDHVGHFLUSRGHUSODVPDUODVVROXFLRQHVTXHVH
FRQVLGHUHQPiVDGHFXDGDV(VWDIDVHLQYROXFUDYDULDVLQVWDQFLDV
 /DFODYHHVWiHQFRPHQ]DUSRUUHGHILQLUODYLVLyQ\FRPXQLFDUODORFXDO
OHV YD D SHUPLWLU FRQFHQWUDUVH HQ OD GLUHFFLyQ IXWXUD RULHQWDGD D ODUJR
SOD]R LQGLFDQGR GyQGH VH GHVHD HVWDU XELFDGRV HQ HO IXWXUR \ KDFLD
GyQGHGHEHQGLULJLUVHORVHVIXHU]RV
 (V QHFHVDULR UHYHU ODPLVLyQ YLQFXODGD DO SURSyVLWR IXQGDPHQWDO DVt
FRPR WDPELpQ ORV YDORUHV \ OD FXOWXUD RUJDQL]DFLRQDO 6H GHEHQ
HVWDEOHFHU ORV PHFDQLVPRV SDUD OOHYDU D FDER ORV REMHWLYRV
SODQWHDGRV ORV FXDOHV GHEHQ VHU UHDOLVWDV SDUD PHGLUVH
FXDQWLWDWLYDPHQWH\DVtGHWHFWDU ODVGHVYLDFLRQHVHQWUH ORSODQHDGR\ OR
UHDOL]DGR
 ,PSOHPHQWDU XQD HVWUDWHJLD FRPHUFLDO SDUD FDSWDU QXHYRV FOLHQWHV
TXHLQFUHPHQWHQODIDFWXUDFLyQILMDDWUDYpVGHFRQWUDWRVDQXDOHV
 &RQYHQGUiUHYLVDUORVUHFXUVRVDFWXDOHVSDUDTXHVHDQDGPLQLVWUDGRV
HILFLHQWHPHQWH SDUDHOOR VH WHQGUiQTXHGHWHUPLQDU ORVSXHVWRVGH
WUDEDMR\GHWDOODUODVODERUHVTXHVHUiQDVLJQDGDVDFDGDLQWHJUDQWHGH
DFXHUGRDVXGHVHPSHxRFRQHOILQGHHYLWDUODVXSHUSRVLFLyQGHWDUHDV
(VWR SHUPLWLUi OD GHOLPLWDFLyQ \ HO DOFDQFH GH VXV IXQFLRQHV SDUD OXHJR
SRGHUIDFLOLWDUODHYDOXDFLyQGHGHVHPSHxRGHOSHUVRQDO\FRQWDUFRQ
ODSRVLELOLGDGGHFRUUHJLUORVGHVYtRVPHGLDQWHFDSDFLWDFLyQ
 8QD YH] GHILQLGRV ORV SXHVWRV \ VXV IXQFLRQHV VH GHVDUUROODUiQ
LQVWUXFWLYRVTXHGHWDOOHQHOSDVRDSDVRGHODVWDUHDVDVLJQDGDVSDUD
TXHVLUYDQFRPRJXtDHQHOFDVRGHQXHYRVLQJUHVDQWHVRVLVHSUDFWLFD
URWDFLyQ GH SXHVWRV (O SURFHVR GH LQGXFFLyQ GHVDUUROOR GHVHPSHxR \
HYDOXDFLyQ VRQ IXQGDPHQWDOHV SDUD PHMRUDU HO WUDWDPLHQWR FRQ HO
SHUVRQDOFDSDFLWDUOR\DVtRSWLPL]DUORVUHVXOWDGRV(VWDJHVWLyQWDPELpQ
LQFHQWLYDD ORVWUDEDMDGRUHVPRWLYiQGRORVDTXHKDJDQVXWUDEDMRGH OD
PHMRU PDQHUD SRVLEOH HQ XQ FOLPD ODERUDO GH HQWXVLDVPR \ QR SRU HO
VLPSOHKHFKRGHWHQHUTXHMXVWLILFDUODMRUQDGDODERUDO
 6H SXHGHQ LPSOHPHQWDU RWUDV IRUPDV GH PDQWHQHU PRWLYDGR DO
SHUVRQDOTXHQRVHDVyORHOLQFHQWLYRHFRQyPLFRGHOVDODULRSRUHOFXDO
FDGD WUDEDMDGRU VHUi UHPXQHUDGR GH DFXHUGR D OD HVFDOD VDODULDO SRU
FRQYHQLRTXH OH FRUUHVSRQGD VHJ~Q VX FDWHJRUtD \ DFRUGHDO GHVDUUROOR
GHVXVIXQFLRQHVGHQWURGHODHPSUHVD'DUUHFRQRFLPLHQWRDXQDODERU
ELHQ UHDOL]DGD VH SXHGH UHFRPSHQVDU FRQ IOH[LELOLGDG GH KRUDULR
MRUQDGDV OLEUHV PiV GtDV GH YDFDFLRQHV FXSRQHV SDUD FDQMHDU
REVHTXLRV SURJUDPDV GH GHSRUWHV UHJDORV HPSUHVDULDOHV 7DPELpQ HV
LPSRUWDQWHIRPHQWDUHOWUDEDMRHQHTXLSRHOFRPSURPLVRODERUDO\ORJUDU




'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
HQ ORV HPSOHDGRV XQ VHQWLGR GH SHUWHQHQFLD SDUD FRQ OD RUJDQL]DFLyQ
FRPSDUWLHQGR WLHPSR SRU HMHPSOR HQ GHVD\XQRV R DOPXHU]RV JUXSDOHV
PiVUHODMDGRV
 &RPR SDUWH GHO SURFHVR HVWUDWpJLFR VH GHEH WHQHU HQ FXHQWD OD
FDSDFLGDG GH LQQRYDFLyQ HQ OD RUJDQL]DFLyQ (V LPSUHVFLQGLEOH
FRQWUDWDUXQVLVWHPDRSHUDWLYRTXHIDFLOLWHODSODQLILFDFLyQ\UHJLVWUDFLyQ
GH ORV VHUYLFLRV OR FXDO SHUPLWD REWHQHU LQIRUPHV HVWDGtVWLFRV SDUD HO
FRQWUROGHODJHVWLyQ
 )LQDOPHQWH FDEH DFODUDU TXH HV QHFHVDULR SRGHU HQWDEODU XQD
FRPXQLFDFLyQ IOXLGD D WUDYpV GH UHXQLRQHV FRQVWUXFWLYDV HQWUH ORV
GLIHUHQWHVQLYHOHVGHODRUJDQL]DFLyQTXHSHUPLWDTXHVHFRRUGLQHQ\VH
LQWHJUHQORVREMHWLYRVPHWDV\HVWUDWHJLDVGHFDGDVHFWRUVLQGHVFXLGDU
HOILQ~OWLPRGHODHPSUHVD
3DUDSRGHUPHGLUODLPSOHPHQWDFLyQGHHVWDVDOWHUQDWLYDVPHGLDQWHXQD
HYDOXDFLyQ GH ODV GHFLVLRQHV WRPDGDV \ VX LPSDFWR HQ WRGD OD RUJDQL]DFLyQ
UHFRPHQGDPRV XWLOL]DU XQ 7DEOHUR GH &RPDQGR WDPELpQ FRQRFLGR FRPR
%DODQFHG6FRUHFDUG %6& (VWD KHUUDPLHQWD EXVFDPHGLU HO FXPSOLPLHQWR
GH OD HVWUDWHJLD D WUDYpV GH LQGLFDGRUHV PHQVXDOHV GH IiFLO YLVXDOL]DFLyQ \
FRPSUHQVLyQ/DLGHDGHO%6&HVPRQLWRUHDUODVPHGLFLRQHVPiVLPSRUWDQWHV\
RUJDQL]DUODVHQWRUQRDFXDWURDVSHFWRVSHUPLWLHQGRHYDOXDUODHPSUHVDHQVX
FRQMXQWR GH IRUPD EDODQFHDGD HV GHFLU GiQGROH LPSRUWDQFLD D WRGRV ORV
VHFWRUHV(OREMHWLYRHVIDFLOLWDUHODQiOLVLVGHHVDVPHGLFLRQHV ODGHWHFFLyQGH
DOHUWDV \ VX FRPXQLFDFLyQ D WRGD OD RUJDQL]DFLyQ 'HO PLVPR PRGR HVWD
KHUUDPLHQWDEHQHILFLDODWUDQVPLVLyQDWRGRHOSHUVRQDOGHORVHOHPHQWRVGHOD
HVWUDWHJLDODYLVLyQODPLVLyQORVYDORUHVODFXOWXUD\ORVREMHWLYRV
/DLQIRUPDFLyQTXHGHULYDGHO%6&VHREWLHQHDWUDYpVGHXQFRQMXQWRGH
LQGLFDGRUHV TXH SURSRUFLRQD OD HVWUXFWXUD QHFHVDULD SDUD PHGLU HO
GHVHPSHxR GH OD JHVWLyQ IRUWDOHFLHQGR HO FRQWURO LQWHUQR HQ WRGD OD
RUJDQL]DFLyQ\DTXHFRQWHPSODHOGHVDUUROORGHVGHFXDWURSHUVSHFWLYDV
 )LQDQFLHUD
 &OLHQWH
 3URFHVRVLQWHUQRV
 $SUHQGL]DMH\FUHFLPLHQWR
8QD YH] DUPDGR HO WDEOHUR GH FRPDQGR VH GHILQLUiQ ODV PHWDV \ DO
ILQDOL]DUHOPHVVHFRPSDUDUiQFRQHOGHVHPSHxRUHDOORJUDGR
6H DUPy XQ WDEOHUR GH FRPDQGR KHFKR HQ EDVH DO DQiOLVLV GH
5HIULJHUDFLyQ 3HUUL WHQLHQGR HQ FXHQWD ORV SOD]RV GH WLHPSR HQ TXH VH




'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
GHVDUUROODQORVFDPELRVRUJDQL]DFLRQDOHVVHJ~QODVGLIHUHQWHVSHUVSHFWLYDV9HU
DQH[RSiJLQD
Plan de acción 
3DUDGDUFRPLHQ]RD ODDSOLFDFLyQGHXQDPHMRUDVHFRQVWUXLUiXQSODQ
GH DFFLyQTXH DFWXDUi FRPRJXtD HQ GRQGH VH GHWDOODUiQ ORV SURFHVRV \ HO
DQiOLVLV GH FDGD SDVR TXH OOHYDUi D FDER OD HPSUHVD FRQ HO ILQ GH ORJUDU XQ
FDPELR TXH OH VHD SURSLFLR SDUD XQD HYROXFLyQ \ FUHFLPLHQWR RUGHQDGR
FRRUGLQDGR\FRQWURODGR
/RVSDVRVSUHYLRVDOLQLFLRGHOSODQVRQ
 6HOHFFLRQDUDORVSDUWLFLSDQWHVGHOSUR\HFWR
 (OHJLUHOORVREMHWLYRVDFXPSOLUTXpVHTXLHUHORJUDU
 'HILQLU OD HVWUDWHJLD D XWLOL]DU GLVHxR GH FyPR VH YDQ D ORJUDU ORV
REMHWLYRV
 (VWDEOHFHUODVKHUUDPLHQWDV\UHFXUVRVDQHFHVDULRVPHGLRV
 )LMDUORVWLHPSRVGHHMHFXFLyQ
 &RQWURODU OD JHVWLyQ SDUD HYDOXDU VL VH HVWi FXPSOLHQGR FRQ ORV
SURFHGLPLHQWRV SDUD DOFDQ]DU ORV REMHWLYRV 5HIRUPXODU HO SURFHVR HQ
FDVRFRQWUDULR
 'HWHUPLQDUORVUHVXOWDGRV

PROPUESTA N° 2: EXTERNA 

Elección de una consultora externa
&RPR ELHQ VDEHPRV ODV KLSyWHVLV QR WLHQHQ XQD ~QLFD UHVROXFLyQ R
UHVSXHVWD\HVSRUHVRTXHGHFLGLPRVDJUHJDUXQDSURSXHVWDTXHSXHGDOOHJDU
DVHURWUDRSFLyQIDFWLEOHSRUODTXHOD3\0(SXHGDRSWDU(VWDUHFRPHQGDFLyQ
WLHQHTXHYHUFRQODFRQWUDWDFLyQGHXQDFRQVXOWRUDH[WHUQD
(Q FLHUWDV FLUFXQVWDQFLDV ORV GLUHFWLYRV GH ODV HPSUHVDV VH HQFXHQWUDQ
WDQ LQPHUVRV HQ ORV FRQIOLFWRV GH OD JHVWLyQ GLDULD TXH QR VRQ FDSDFHV GH
SHUFLELUFRQFODULGDGFXiOHVHORULJHQGH ORVSUREOHPDV\PHQRVD~QSXHGHQ
SHQVDUHQHO SODQWHRGHXQDSRVLEOH VROXFLyQ(VWHHVFHQDULR OHVSURYRFDXQD




'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
VHQVDFLyQGHIUXVWUDFLyQ\DVXYH]OHVTXLWDHOIRFRGHDWHQFLyQGHODDFWLYLGDG
SULQFLSDOGHODHPSUHVDGLVPLQX\HQGRHQFRQVHFXHQFLDORVLQJUHVRV
(QDGKHVLyQDOFRQWH[WRSODQWHDGRFUHHPRVTXHVLGHVGHHOFRPLHQ]RORV
VRFLRV HVWiQ GH DFXHUGR \ FRQItDQ HQ HO SUR\HFWR OD FRQWUDWDFLyQ GH ORV
VHUYLFLRVGHXQDFRQVXOWRUDHVSHFLDOLVWDHQODJHVWLyQGHHPSUHVDV3\0(VSXHGH
D\XGDUD5HIULJHUDFLyQ3HUULHQORVVLJXLHQWHVDVSHFWRV
 /RJUDU HQWHQGHU ORV GHVDItRV GHO PHUFDGR \ ODV FR\XQWXUDV
PDFURHFRQyPLFDV
 2EWHQHU XQ SDQRUDPD FODUR GHO QHJRFLR \ GHILQLU HVWUDWpJLFDPHQWH ORV
REMHWLYRV
 /D FRQVXOWRUtD SXHGH IXQFLRQDU FRPR XQ SURJUDPD GH DOLQHDFLyQ HQWUH
ODVHVWUDWHJLDV\ODRUJDQL]DFLyQ
 8Q SURIHVLRQDO H[WHUQR TXH FRQRFH HO PHUFDGR SXHGH LGHQWLILFDU ODV
IRUWDOH]DV GH OD HPSUHVD UHODFLRQDUODV FRQ ODV RSRUWXQLGDGHV TXH VH
SXHGDQSUHVHQWDU\D\XGDUDGLVWULEXLUORVUHFXUVRVGHIRUPDySWLPD
 /DH[SHULHQFLDGHXQFRQVXOWRUTXH\DKD\DWUDWDGRXQDVLWXDFLyQVLPLODU
HQDOJXQDRFDVLyQSXHGHD\XGDUDUHVROYHUHOFRQIOLFWRFRQXQSURJUDPD
³HQODWDGR´HIHFWLYR\UiSLGRGHDSOLFDU
 8QFRQVXOWRUDOVHUDMHQRDODFRPSDxtDSXHGHGDURSLQLRQHVREMHWLYDV\
DOHQWDU D SURGXFLU ORV FDPELRV QHFHVDULRV SDUD DEDQGRQDU HVH OXJDU
FyPRGRGH³HVWDELOLGDG´DSDUHQWHHQHOTXHHVWiOD3\0(
 (OSHUVRQDOGHODHPSUHVDSXHGHDSURYHFKDUODYLVLWDGHOSURIHVLRQDOSDUD
KDEODU VREUH VX VLWXDFLyQ SHUVRQDO FRPSDUWLU SUREOHPDV WHPRUHV \
DQVLHGDGHV
Como una inversión a futuro 
&RQVLGHUDPRVTXHHOVHUYLFLRGHFRQVXOWRUtDGHEHVHUYLVWRQRFRPRXQ
JDVWRVLQRPiVELHQFRPRXQDLQYHUVLyQDIXWXUR/RVHVSHFLDOLVWDVDGHPiVGH
HQIRFDUVH HQ ODV SUREOHPiWLFDV GH OD JHVWLyQ SRGUtDQ LPSXOVDU D OD 3\0( D
FRQVROLGDUVH\DHVWDUSUHSDUDGDSDUDHOFUHFLPLHQWRGHVXQHJRFLR%DMRHVWDV
FLUFXQVWDQFLDV WUDWDUtDQ WHPDV WDOHV FRPR FyPRVHUPiV FRPSHWLWLYRV FyPR
GHILQLUPRGHORVRSHUDWLYRVPiVHILFLHQWHVFyPRSUHSDUDU OD IXHU]DGH WUDEDMR
IXWXUR GHILQLU QXHYRV PHUFDGRV VHJPHQWDU ODQ]DU QXHYRV VHUYLFLRV HQWUH
DOJXQDVGHODVRSFLRQHVGHDFXHUGRDVXPLVLyQ
3RURWUDSDUWHHQWHQGHPRVTXHXQRGH ORV DVSHFWRVPiV UHOHYDQWHVD
WUDWDUSRUODFRQVXOWRUtDHVODYLVLyQRUJDQL]DFLRQDO&UHHPRVTXHHVYLWDOHO
KHFKRGH ORJUDUXQDGHILQLFLyQFRQFUHWD\XQLILFDGDGHYLVLyQD ODUJRSOD]R OR




'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
TXHHVHVHQFLDOSDUDHVWH WLSRGHFRPSDxtDVTXHHQIUHQWDQFDPELRVFDGDYH]
PiVIUHFXHQWHV\WUDHQFRQVLJRRSRUWXQLGDGHVSHURWDPELpQJUDQGHVGHVDItRV
ORVFXDOHVVHGHEHQDIURQWDUDWLHPSRSDUDVDFDUOHVYHQWDMDV\QRSHUPLWLUTXH
VHFRQYLHUWDQHQXQDDPHQD]DSDUDHOQHJRFLR
)LQDOPHQWH FUHHPRV TXH RWUR GH ORV SXQWRV D IDYRU GH OD SURSXHVWD
H[WHUQD \ QRPHQRV LPSRUWDQWH UHVLGH HQ HO KHFKR GH OD LQWHUYHQFLyQGH
DJHQWHVH[WHUQRVDODRUJDQL]DFLyQ(VWRVSURIHVLRQDOHVTXHGHVHPEDUFDQ
FRQ LGHDV \ GLIHUHQWHV SUR\HFWRV HVWiQ FDSDFLWDGRV DGHPiV SDUD PRWLYDU \
WUDQVPLWLU HO FRPSURPLVR KDFLD ORV WUDEDMDGRUHV GH OD HPSUHVD TXLHQHV HQ
PXFKRV FDVRV VH PXHVWUDQ UHWLFHQWHV D ORV FDPELRV \ UHFKD]DQ OR QXHYR
VLHQWHQPLHGRDOVDOLUGHVXUXWLQD\DDEDQGRQDUODVFRVWXPEUHVGHVX³]RQDGH
FRQIRUW´ 'HVGH HVWH DVSHFWR ORV FRQVXOWRUHV WLHQHQ XQD PLUDGD VXPDPHQWH
REMHWLYDHLPSDUFLDOTXHKDFHDHVWDSURSXHVWDPXFKRPiVHILFD]\VHQFLOODGH
LPSOHPHQWDUDGLIHUHQFLDGHODLQWHUQDTXHHVOOHYDGDDFDERQHWDPHQWHSRUORV
GLUHFWLYRV
(QFRQFOXVLyQFRQVLGHUDPRVTXHHVWDRSFLyQH[WHUQDSRGUtDEULQGDUXQD
PHMRUD VLJQLILFDWLYD HQ ORV UHVXOWDGRV GHO QHJRFLR EDViQGRQRVSULQFLSDOPHQWH
HQODH[SHULHQFLDGHODFRQVXOWRUD\HQORVPpWRGRVTXHDSOLTXHSDUDIRUPXODU
SURSXHVWDV\VROXFLRQHV7HQLHQGRHQFXHQWDWRGD ODJHVWLyQTXH OOHYDDFDER
HVWH SURFHVR VDEHPRV TXH SRGUtD OOHJDU D UHVXOWDUPiV FRVWRVR HQ WpUPLQRV
HFRQyPLFRVTXHODRSFLyQLQWHUQDSHURVLQHPEDUJRVHUtDODHOHFFLyQySWLPDHQ
ODUHODFLyQFRVWREHQHILFLR

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   
 
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'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
DESENLACE

Conclusión general
3DUD GDU FLHUUH GHO SUHVHQWH WUDEDMR SURFHGHPRV D DFHSWDU ODV
KLSyWHVLVSODQWHDGDVHQHOLQLFLR
 /DIDOWDGHGLUHFFLRQDPLHQWRSODQHDFLyQFRQWURO\
JHVWLyQGHORVUHFXUVRVHQSHTXHxDVHPSUHVDVVH
WUDGXFHHQSUREOHPDVGHFUHFLPLHQWR\GHVDUUROOR
VXVWHQWDEOHHQHOWLHPSR
 /DDGRSFLyQGHFDPELRVHQODJHVWLyQLQWHUQDRSWLPL]D
HOGHVDUUROORGHOWUDEDMRGLDULRDILDQ]DQGRHO
FRPSURPLVRGHWRGRVORVLQWHJUDQWHVSXGLHQGR
FXPSOLUFRQORVREMHWLYRV\ILQDOPHQWHORJUDQGRXQ
LQFUHPHQWRHQODVJDQDQFLDV
Fundamentación 
'HDFXHUGRD OD LQIRUPDFLyQREWHQLGDDO WHVWLPRQLRGH ORV VRFLRV\GH
ORVSURSLRVWUDEDMDGRUHVORJUDPRVGHWHFWDUTXHODRUJDQL]DFLyQOLGLDFRQYDULRV
SXQWRV FUtWLFRV TXH LPSRVLELOLWDQ VX FUHFLPLHQWR GHVDUUROOR HVWUXFWXUDO \
FRPHUFLDO (O FDVR DQDOL]DGR HV XQ FODUR HMHPSOR GH OR TXH RFXUUH HQ RWUDV
HPSUHVDVGHVLPLODUHVFDUDFWHUtVWLFDV LQGHSHQGLHQWHPHQWHGHOUXEURHQHOTXH
VHGHVHPSHxHQ
/DVLWXDFLyQTXHHVWiDWUDYHVDQGRODHPSUHVDHVXQDFODUDFRQVHFXHQFLD
GHODIDOWDGHOLGHUD]JR\GLUHFFLRQDPLHQWRSRUSDUWHGHOIXQGDGRU\VXVVRFLRV
6LHQGRXQDFRPSDxtDGHVHUYLFLRVFRQVLGHUDPRVTXHXQRGHORVUHFXUVRVPiV
YDOLRVRV TXH GHEH VRVWHQHU HQ HO WLHPSR HV HO UHFXUVR KXPDQR TXLHQ VH
HQFDUJDGHHMHFXWDUHOWUDEDMRRSHUDWLYR
&UHHPRVTXHFRQODDSOLFDFLyQGHFLHUWRVFDPELRVHQODJHVWLyQGHO
WUDEDMRGLDULRVHSRGUiQGHOLPLWDU\FRQWURODUODVIXQFLRQHVGHOSHUVRQDOSDUD
TXHORVVRFLRVVHRFXSHQGHODDPSOLDFLyQ\E~VTXHGDGHQXHYRVQHJRFLRVTXH
ORJUHQXQDHVWDELOLGDGHFRQyPLFD\XQFUHFLPLHQWRHPSUHVDULDOFRQWLQXR



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'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
Conclusiones individuales 
'$PDULR.DUHQ
(OSUHVHQWHWUDEDMRHVXQDPXHVWUDGHORTXHHQIUHQWDQODV3\PHVHQOD
UHDOLGDG(OREMHWLYRSULQFLSDOHVRIUHFHUOHV LQIRUPDFLyQ\KHUUDPLHQWDVTXHOHV
SHUPLWDQ WRPDU FRQRFLPLHQWR WpFQLFR SDUD DSOLFDU HQ OD SUiFWLFD PHMRUDV GH
JHVWLyQFRQWURO\GHVDUUROORGHOSHUVRQDOHQWUHRWURV
$QWHXQGLDJQRVWLFRHIHFWLYRSURSXHVWDVDFRUGHV\PHGLRVDGHFXDGRV
ODVS\PHVSXHGHQDGDSWDUVHDOFDPELRFRQHOILQGHUHGLUHFFLRQDUVXQHJRFLR\
FRQWLQXDUHQHOPHUFDGR
/DFODYHHVWiHQVDEHUGHWHFWDUDWLHPSRORVSUREOHPDV\WRPDUDFFLRQHV
SHUWLQHQWHVVDEHUFRPXQLFDUOR\FRQWDUFRQHODSR\RGHWRGRV ORV LQWHJUDQWHV
GHODRUJDQL]DFLyQVLQSHUGHUHOUXPERGHODYLVLyQ\PLVLyQLQLFLDO
2WUR DVSHFWRPX\ LPSRUWDQWH SDUD HO FUHFLPLHQWR RUJDQL]DFLRQDO WLHQH
TXH YHU FRQ OD LQFRUSRUDFLyQ GH LQQRYDFLyQ \ DGRSFLyQ GH QXHYRV PHGLRV
WHFQROyJLFRVTXHSUHVHQWDHOPXQGRPRGHUQR
(QEDVHDHVWHFRQWH[WR ODV3\PHVSXHGHQREWHQHUHPSRGHUDPLHQWR\
ORJUDUXQFUHFLPLHQWRTXHVHVRVWHQJDHQHOWLHPSRDWUDYpVGHXQSUR\HFWRR
SODQGHDFFLyQTXHVHDYLDEOH
3DUDFRQFOXLUTXLHURGHVWDFDUXQDIUDVHGHOLQJHQLHUR+HQU\)D\ROTXLHQ
IXHXQSLRQHURHQFRQWULEXLUFRQHOHQIRTXHFOiVLFRGHODRUJDQL]DFLyQ
³(ODERUDUXQSODQ\HVWDEOHFHUHOp[LWRHVXQDGHODVPD\RUHV
VDWLVIDFFLRQHVTXHXQKRPEUHLQWHOLJHQWHSXHGHH[SHULPHQWDU´

0DULQHOOL&DUROLQD
3\0(V8QFDPLQRGHDSUHQGL]DMHVLQILQ
$PLHQWHQGHUODV3\0(VVRQXQPXQGRSDUWLFXODUPHQWHFRQWUDGLFWRULR
PXFKDV GH HOODV TXLHUHQ JDQDUPiV VLQ LQYHUWLU HQ UHFXUVRV GHVHDQ WUDEDMDU
PHQRVVLQGLYLGLUVHODVWDUHDVRELHQSRQHUVHGHDFXHUGRSDUDWRPDUGHFLVLRQHV
PLHQWUDVWRGDYtDGHEDWHQSRUHOSRGHU/DPD\RUtDGHHVWDVHPSUHVDV³VXIUHQ´
GH IDOWDGH LQIRUPDFLyQ\GH FDSDFLGDG FRQRFLPLHQWRVSDUDKDFHUOH IUHQWHD
HVWRVSUREOHPDV FRWLGLDQRVGH ODRUJDQL]DFLyQTXHHQPXFKRV FDVRV D ODUJR
SOD]RODVWHUPLQDOOHYDQGRDXQDFULVLV\SRVWHULRUFLHUUH5HIULJHUDFLyQ3HUUL\
$VRFLDGRV 65/ HV XQRGH ORV WDQWRV FDVRVGH3\0(VTXHQR WLHQHQ UXPER
TXH VREUHYLYHQ JUDFLDV D OD RSHUDWLYD GLDULD GH OD ODERU GH VXV ILHOHV \PiV




'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
DQWLJXRVHPSOHDGRV\TXHSHUPDQHFHQHQHOPHUFDGRHVWDQGRSRUHVWDUVLQ
VDEHUPX\ELHQFyPRQLSRUTXpQLSDUDTXp
/DV UHFRPHQGDFLRQHV EULQGDGDV HQ HO SUHVHQWH WUDEDMR DSXQWDQ D TXH
5HIULJHUDFLyQ 3HUUL SXHGD HQFDPLQDUVH \ DILDQ]DUVH HQ Vt PLVPD FRPR XQD
RUJDQL]DFLyQTXHSXHGHGDUPiVGHVt\OOHJDUOHMRVVLHPSUH\FXDQGRWHQJDXQ
SODQ GH DFFLyQ \ WRGRV WUDEDMHQ FRPR XQD XQLGDG HQ SRV GH ORV REMHWLYRV
3HUVRQDOPHQWH\FRPRIXWXUDOLFHQFLDGDGHVHRTXHWRGDVDTXHOODV3\0(VTXH
D~Q QR SXHGHQ HQFRQWUDU VX FDPLQR ORJUHQ HQ DOJ~Q PRPHQWR WHQHU XQD
PLUDGD\RSLQLyQH[WHUQDFRPRORIXHHVWHFDVRSDUDSRGHUGHWHFWDUVXVSXQWRV
GpELOHV\WUDEDMDUVREUHHOORV
2MDOi ORV GXHxRV \ HPSUHVDULRV SXHGDQ HYROXFLRQDU \ FDPELDU OD
PHQWDOLGDG SDUD DGDSWDUVH D ORV FDPELRV GH HVWH PRGHUQR PXQGR SDUD VX
ELHQHOGHODRUJDQL]DFLyQ\HOGHVXVWUDEDMDGRUHV
 




'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
BIBLIOGRAFÍA 

&DUGR]R $OHMDQGUR 3  3HTXHxD \ PHGLDQD HPSUHVD ,QWXLFLyQ \
PpWRGR$UJHQWLQD7HPDVVHJXQGDHGLFLyQ&DStWXORV\
&KLDYHQDWR,GDOEHUWR$GPLQLVWUDFLyQGH UHFXUVRVKXPDQRV0p[LFR
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
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'RGHUR 6DQWLDJR  (O VHFUHWR GH ODV HPSUHVDV IDPLOLDUHV H[LWRVDV
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0RQGLQR6LOYDQD$6WXUD*DEULHO
5/DGLUHFFLyQHVWUDWpJLFD$UJHQWLQD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*LPEHUW ;DYLHU  3HQVDU (VWUDWpJLFDPHQWH 0RGHORV FRQFHSWRV \
UHIOH[LRQHV(VSDxD'HXVWRFXDUWDHGLFLyQ&DStWXOR
+D[ $UQROGR & 0DMOXI 1LFROiV 6  (VWUDWHJLD SDUD HO OLGHUD]JR
FRPSHWLWLYR'HODYLVLyQDORVUHVXOWDGRV$UJHQWLQD*UDQLFD
-RKQVRQ*HUU\ 6FKROHV.HYDQ:KLWWLQJWRQ5LFKDUG 'LUHFFLyQ
HVWUDWpJLFD(VSDxD3HDUVRQTXLQWDHGLFLyQ
.RRQW] +DUROG :HLKULFK +HLQ]  (OHPHQWRV GH DGPLQLVWUDFLyQ
0p[LFR0F*UDZ+LOO
.RWOHU3KLOLS(OPDUNHWLQJVHJ~Q.RWOHU&RPRFUHDUJDQDU\GRPLQDU
ORVPHUFDGRV(VSDxD3DLGyV,EpULFD
/D]]DWL6DQWLDJR&(OJHUHQWHHVWUDWHJD\OtGHUGHOFDPELR0iVDOOi
GHODJHVWLyQRSHUDWLYD$UJHQWLQD*UDQLFDSULPHUDHGLFLyQ&DSLWXOR
1D]DULR5DIDHO%HQHILFLRV\PRWLYDFLyQGHORVHPSOHDGRV8QLYHUVLGDG
GHO&HQWUR(GXFDWLYR/DWLQRDPHULFDQR5RVDULR$UJHQWLQD,QYHQLR
3RUWHU0LFKDHO((VWUDWHJLD&RPSHWLWLYD7pFQLFDVSDUDHODQiOLVLVGH
ODHPSUHVD\VXVFRPSHWLGRUHV(VSDxD3LUiPLGHSULPHUDHGLFLyQ
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0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
5LINLQ-HUHP\/DHUDGHODFFHVR/DUHYROXFLyQGHODQXHYDHFRQRPtD
(VSDxD3DLGyV,EpULFD
5REELQV6WHSKHQ3&RPSRUWDPLHQWRRUJDQL]DFLRQDO0p[LFR3HDUVRQ
RFWDYDHGLFLyQ&DStWXORV
5REELQV 6WHSKHQ 3 &RXOWHU 0DU\  $GPLQLVWUDFLyQ 0p[LFR
3HDUVRQGHFLPRVHJXQGDHGLFLyQ&DStWXOR
5XELQV]WHLQ-RUJH$GPLQLVWUDFLyQDSOLFDGDDRUJDQL]DFLRQHVGHVDOXG
&RPSLODFLyQ YDULRV DXWRUHV HGLWDGR SRU OD )DFXOWDG GH &LHQFLDV
(FRQyPLFDV GH OD 8QLYHUVLGDG GH OD 3DWDJRQLD 6DQ -XDQ %RVFR
$UJHQWLQD2VPDU%X\DWWL&DStWXOR&RPXQLFDFLRQHV
5XELQV]WHLQ-RUJH5HYLVWD$OWD*HUHQFLD7RPR,9UHYLVWD1

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'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
ANEXOS

ENTREVISTA 

 (PSH]DQGRSRUORVDVSHFWRVEiVLFRVGHODHPSUHVD¢FXiQGRIXH
IXQGDGD"
/D HPSUHVD 5HIULJHUDFLyQ 3HUUL FRPHQ]y FRPR XQLSHUVRQDO \ IXH IXQGDGD HQ
SRUPtTXHVR\HOGXHxRDFWXDO(Q5HIULJHUDFLyQ3HUULSDVyDVHU
XQDVRFLHGDGGH5HVSRQVDELOLGDG/LPLWDGDIRUPDGDSRU ORVVRFLRVTXHpUDPRV
5R[DQD 3DVWULDQ \ \R \ OXHJR HQ  OD FRPSDxtD FDPELy VX QRPEUH D
5HIULJHUDFLyQ 3HUUL \ $VRFLDGRV \ ORV VRFLRV TXH OD FRPSRQtDPRV pUDPRV
*XLOOHUPR3HUULPLKHUPDQR'LHJR6DELQRXQDPLJR\\R
 ¢4XLpQHVIXHURQHOIXQGDGRURIXQGDGRUHVGHODHPSUHVD"
<RIXLHO~QLFRIXQGDGRUGHOHPSUHQGLPLHQWR
 ¢/DHPSUHVDODFRQVLGHUDQGHWLSRIDPLOLDU"
6tSRUTXHWUDEDMDPRVFRQPLKHUPDQR\XQVRFLRPiVTXHHVPLDPLJR
 ¢4XpSRUFHQWDMHGHODVDFFLRQHVSHUWHQHFHDODIDPLOLD"
(O\DTXHKD\XQVRFLRH[WHUQRDODIDPLOLDTXHHV'LHJR6DELQR\HVTXLHQ
WLHQHHOUHVWDQWH
 ¢7RGRVORVIDPLOLDUHVTXHWUDEDMDQGHQWURGHODHPSUHVDRFXSDQ
HOPLVPRFDUJR"
6L ELHQ ORV IDPLOLDUHV WHQHPRV HO PLVPR QLYHO MHUiUTXLFR QRV RFXSDPRV GH
GLVWLQWDViUHDV
 ¢+D\HQODHPSUHVDIDPLOLDUHVSROtWLFRV"
1RQRKD\QLQJXQR
 ¢4XLpQHVGHFLGHQ VL SXHGHQ LQJUHVDU D WUDEDMDU IDPLOLDUHV D OD
HPSUHVD"
(VDHVXQDGHFLVLyQHQFRQMXQWRGHORVWUHVVRFLRV
 ¢&RQVLGHUDTXHHOKHFKRGHTXH ODHPSUHVDVHD IDPLOLDU OLPLWD
ODVSRVLELOLGDGHVGHFUHFLPLHQWRGHODFRPSDxtD"¢3RUTXp"




'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
1RSRUTXHORVLQWHJUDQWHVGHODIDPLOLDRFXSDQGLVWLQWDViUHDV\HVWRKDFHTXH
QRVHJHQHUHQFRQIOLFWRV
 ¢&XiQWRVHPSOHDGRVWUDEDMDQHQODHPSUHVD\QRSHUWHQHFHQD
ODIDPLOLD"
6RQHQWRWDO
 ¢/DHPSUHVDFXHQWDFRQSHUVRQDOSURIHVLRQDOL]DGR"
6tHQHOVHFWRUGHSURGXFFLyQ\HQHOiUHDGHPDQWHQLPLHQWRSUHYHQWLYR
 ¢&yPRHVODUHODFLyQHPSUHVDIDPLOLD"
/DUHODFLyQHVPX\EXHQD\DTXHDPERVKHUPDQRVSRGHPRVVHSDUDUORTXHHV
ODERUDOGHODUHODFLyQIDPLOLDU
 ¢&XiOHV VRQ ORV SULQFLSDOHV SUREOHPDV TXH WLHQH OD
HPSUHVDDOVHUIDPLOLDU"¢&yPRORVVROXFLRQDQ"
3RUVXHUWHQRKD\SUREOHPDVIDPLOLDUHVGHQWURGHODRUJDQL]DFLyQ\DTXHHQWUH
WRGRVSRGHPRVUHVROYHUELHQHVRVWHPDV\ORVHSDUDPRVGHORODERUDO
 ¢+D\XQDFODUDGLYLVLyQGHORVUROHV\UHVSRQVDELOLGDGHVGH
FDGDXQRGHORVVRFLRV"
6t\RORFRQVLGHURTXHVtODKD\
 ¢4XLpQHVSDUWLFLSDQHQHOSURFHVRGH WRPDGHGHFLVLRQHV
GHODHPSUHVD"¢+D\QRUPDVHVWDEOHFLGDV"
/RV VRFLRV VRPRV ORV TXH WRPDPRV ODV GHFLVLRQHV SHUR QR WHQHPRV QRUPDV
HVWDEOHFLGDVDOUHVSHFWR
 (Q FXDQWR D OD RUJDQL]DFLyQ HQ Vt PLVPD ¢FXiO HV OD
PLVLyQ GH OD HPSUHVD" ¢&XHQWDQ FRQ YDULDV XQLGDGHV GH
QHJRFLR"
/DPLVLyQGHODHPSUHVDHVRIUHFHUVHUYLFLRGHDVLVWHQFLDWpFQLFDHLQJHQLHUtDGH
SURFHVRVDSOLFDGRDOPDQWHQLPLHQWRLQGXVWULDO\VHUYLFLRWpFQLFRGHHTXLSRVGH
UHIULJHUDFLyQ\FDOHIDFFLyQ
/DVXQLGDGHVGHQHJRFLRVRQWUHVPDQWHQLPLHQWRGHPiTXLQDV\HTXLSRV
LQGXVWULDOHVVHUYLFLRWpFQLFR\SUR\HFWRVGHLQJHQLHUtDSDUDREUDV
 ¢&XiOHVODYLVLyQGHODHPSUHVD"¢(VDQXQFLDGDSRUXVWHG
\FRPSDUWLGDFRQWRGRVORVPLHPEURVGHODRUJDQL]DFLyQ"



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'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
6HU OD HPSUHVD Q~PHUR XQR HQ VHUYLFLRV GH UHIULJHUDFLyQ GHQWUR GHO *UDQ
%XHQRV$LUHV
 ¢&XiOHVVRQORVYDORUHVRUJDQL]DFLRQDOHV"
7HQHPRV YDORUHV TXH QRV UHSUHVHQWDQ SRU OR TXH UHDOPHQWH VRPRV FRPR
SHUVRQDV \ SRU OD HPSUHVD TXH HQWUH WRGRV OOHYDPRV DGHODQWH &UHR TXH OD
WUDQVSDUHQFLDHQRSHUDFLRQHVILQDQFLHUDVHVHOSULQFLSDO
3HURDGHPiVSRUVXSXHVWRHOUHVSHWRHQWUHORVPLHPEURVGHODRUJDQL]DFLyQORV
EXHQRVPRGDOHV HO FRPSURPLVR \ OD UHVSRQVDELOLGDG QRV GDQ XQD EDVH SDUD
LQFHQWLYDUDOEXHQFOLPDODERUDO
 ¢&XiOHVVRQODVSROtWLFDVGHODHPSUHVD"
1RWHQHPRVSROtWLFDVILUPHPHQWHHVWDEOHFLGDV
 ¢/D HPSUHVD WLHQH SODQWHDGRV REMHWLYRV R PHWDV D
FXPSOLU"¢&XiOHVVRQ"
6t QXHVWUR SULQFLSDO REMHWLYR HV DXPHQWDU ODV YHQWDV GH VHUYLFLRV GH
PDQWHQLPLHQWRSUHYHQWLYRORTXHQRVYDDSHUPLWLUVROYHQWDUORVFRVWRVILMRV\
DGHPiVWHQHUXQDUHQWDELOLGDGTXHQRVEHQHILFLH
3URYHHUD ODV LQGXVWULDVUHFXUVRVKXPDQRVFDOLILFDGRVTXHSXHGDQSUHYHQLU ODV
URWXUDVUHGXFLHQGRORVFRVWRVRSHUDWLYRVGHQXHVWURVFOLHQWHV
,PSOHPHQWDU XQ FRQWURO SRU RSRVLFLyQ VREUH HO iUHD RSHUDWLYD GH VHUYLFLR \
PDQWHQLPLHQWR
0HGLUODHILFLHQFLDGHORVRSHUDULRV
 ¢7LHQHQDOJ~QFRQWUROVREUHORVUHVXOWDGRVREWHQLGRV"
+R\QRSHURHVWiHQGHVDUUROOR
 ¢+D\ GHILQLGD XQD HVWUDWHJLD GHQWUR GH OD HPSUHVD SDUD
FXPSOLUORVREMHWLYRV"¢&XiOHVHVVRQ"
1RQRWHQHPRVXQDHVWUDWHJLDILMDGHILQLGD
 ¢/RVREMHWLYRV\ ODVHVWUDWHJLDVVRQUHGHILQLGRVWRGRV ORV
DxRV"
1RHVRVHYDYLHQGRGHDFXHUGRDFyPRQRVYD\HQGRGXUDQWHHO WUDQVFXUVR
GHODxR
 ¢&yPRHVODHVWUXFWXUDRUJDQL]DFLRQDOHQODHPSUHVD"




'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
/DHVWUXFWXUDRUJDQL]DFLRQDOHVWiFRPSXHVWDSRUXQDJHUHQFLDJHQHUDODFDUJR
PtRHOiUHDDGPLQLVWUDWLYD\ILQDQFLHUDHVWiDFDUJRGH.DUHQ'µ$PDULRFRQXQD
SHUVRQDTXHGHSHQGHGHHOODHOiUHDGHVHUYLFLR WpFQLFR\GHPDQWHQLPLHQWR
HVWiDFDUJRGH'LHJR6DELQRGLULJLHQGRXQHTXLSRWpFQLFR LQWHJUDGRSRUVLHWH
SHUVRQDV\HOiUHDGHFRPSUDVHVWiDFDUJRGH*XLOOHUPR3HUUL
 ¢&yPRHVODFRPXQLFDFLyQHQWUHORVQLYHOHVMHUiUTXLFRVGH
OD HPSUHVD \ HQWUH ORV PLHPEURV GH OD IDPLOLD" ¢&UHH TXH
H[LVWHQSUREOHPDV"
/DFRPXQLFDFLyQHVEXHQDLQWHQWDPRVQRPH]FODUORVSUREOHPDVIDPLOLDUHVFRQ
ODUHODFLyQODERUDO$XQTXHDYHFHVVHWRUQDGLItFLOVHSDUDPRVEDVWDQWHELHQHO
WUDEDMRGHODIDPLOLD
(O SUREOHPD TXH QRWDPRV HV TXH ODV GLVWLQWDV iUHDV GH OD HPSUHVD QR HVWiQ
ELHQFRRUGLQDGDV\FRPXQLFDGDVHQWUHVtORTXHKDFHTXHPXFKDVYHFHVQRVH
KDJDQ ODV FRPSUDV QHFHVDULDV HO VHUYLFLR WpFQLFR QR VHSD ELHQ TXH KDFHU HO
iUHDDGPLQLVWUDWLYDQROOHJXHDFXEULUDOJXQRVSDJRVSRUIDOWDVGHLQJUHVR(VH
WLSRGHFXHVWLRQHV
 ¢&yPR HV OD JHVWLyQ HQ FDGD XQD GH ODV iUHDV GH OD
HPSUHVD"¢&yPRIXQFLRQDQ"
/DJHVWLyQJHUHQFLDOVHHQFDUJDGHOFRQWUROGHOIXQFLRQDPLHQWRGHODVGLVWLQWDV
iUHDV\VHWRPDQGHFLVLRQHVGLUHFWLYDV
(O VHFWRU DGPLQLVWUDWLYR VH HQFDUJD GH JHVWLRQDU ORV SDJRV D SURYHHGRUHV HO
SDJR GH LPSXHVWRV FREUDQ]DV FRQWURO GH FRVWRV PDQWHQHU HO HQYtR GH
GRFXPHQWDFLyQ GH ORV UHFXUVRV SDUD HO LQJUHVR D ODV SODQWDV FRQWURODU ODV
ILQDQ]DVGHODHPSUHVD\HOVHJXLPLHQWRGHODVVROLFLWXGHVGHWUDEDMR
(O VHFWRU GH FRPSUDV VH HQFDUJD GH VROLFLWDU SUHVXSXHVWRV D GLIHUHQWHV
SURYHHGRUHV \ UHDOL]DU OD FRPSUD DO SURYHHGRU TXH HQWUHJD ODPHUFDGHUtD HQ
WLHPSR\IRUPDRIUHFLHQGRXQDFRQGLFLyQGHSDJRDFFHVLEOH
(O VHFWRU GH PDQWHQLPLHQWR \ VHUYLFLR VH HQFDUJD GH PDQWHQHU XQD EXHQD
UHODFLyQFRQHOFOLHQWHDWHQGLHQGRODVQHFHVLGDGHV\JDUDQWL]DQGRXQWLHPSRGH
UHVSXHVWDHQKRUDVPi[LPROXHJRGHODVROLFLWXGGHOVHUYLFLR
 ¢([LVWHQLQVWUXFWLYRVTXHGHWDOODQFyPRVHGHEHJHVWLRQDU
FDGDiUHD"
6tHVWiQHQHOiUHDDGPLQLVWUDWLYDFRPSUDV\HQODGHPDQWHQLPLHQWR
 ¢&XiOHVVRQORVUHFXUVRVPDWHULDOHVFRQORVTXHFXHQWDQ
ODHPSUHVDSDUDRSHUDU"




'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
/RV UHFXUVRV TXH XWLOL]D OD HPSUHVD HQ HO iUHD GH VHUYLFLR WpFQLFR \
PDQWHQLPLHQWRVRQYHKtFXORVXWLOLWDULRVHTXLSDGRVFRQKHUUDPHQWDOQHFHVDULR
(OiUHDGHIDEULFDFLyQFXHQWDFRQPiTXLQDVKHUUDPLHQWDVSDUDODIDEULFDFLyQGH
HTXLSRV\UHSDUDFLRQHVGHWDOOHU
 ¢&RQVLGHUDTXHVHHVWiQXWLOL]DQGRHILFLHQWHPHQWH"¢4Xp
FRQVLGHUDTXHGHEHUtDQPHMRUDU"
1R &UHR TXH HQ SULQFLSLR GHEHPRV PHMRUDU OD RUJDQL]DFLyQ GH ODV GLVWLQWDV
RSHUDFLRQHVGHFDGDiUHD3RURWUDSDUWH IRUPDUPHFDQLVPRVGHFRQWUROSDUD
SRGHUPHGLUHOUHQGLPLHQWR\GHWHUPLQDULQGLFDGRUHVTXHQRVSHUPLWDQFDOLILFDU
ORVUHFXUVRV




'C$PDULR.DUHQ0DULQHOOL&DUROLQD$QWRQHOD

3\0(V(QWUHODWHRUtD\ODSUiFWLFD
TABLERO DE COMANDO 
